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9 1/2 Things You Would Do
Differently Amer Hospital Assn

Using examples from his work with
Disney and as a senior-level hospital
executive, author Fred Lee challenges
the assumptions that have defined
customer service in healthcare. In this
unigue book, he focuses on the
similarities between Disney and
hospitals--both provide an "experience,"
not just a service. It shows how hospitals
can emulate the strategies that earn
Disney the trust and loyalty of their
guests and employees. The book
explains why standard service
excellence initiatives in healthcare have
not led to high patient satisfaction and
loyalty, and it provides 9 122 principles
that will help hospitals gain the
competitive advantage that comes from
being seen as "the best" by their own
employees, consumers, and community.

If Disney Ran Your Hospital

9 1/2 Things You Would Do
Differently Second River Healthcare

Using examples from his work with
Disney and as a senior-level hospital
executive, author Fred Lee challenges
the assumptions that have defined
customer service in healthcare. In this
unigue book, he focuses on the
similarities between Disney and
hospitals - both provide an "experience,"
not just a service. It shows how hospitals
can emulate the strategies that earn
Disney the trust and loyalty of their
guests and employees. The book
explains why standard service
excellence initiatives in healthcare have
not led to high patient satisfaction and
loyalty, and it provides 9 1/2 principles
that will help hospitals gain the

competitive advantage that comes from
being seen as "the best" by their own
employees, consumers, and community.

Patients Come Second

Leading Change by Changing the
Way You Lead Greenleaf Book Group

Argues that the best patient care is
predicated on hospital managers
assembling and engaging high-
performance employees and providing
them with the tools and guidelines that
allow them to take personal
responsibility for their results.

Prescription for Excellence:
Leadership Lessons for Creating a
World Class Customer Experience
from UCLA Health System McGraw
Hill Professional

THE #1 NEW YORK TIMES AND WALL
STREET JOURNAL BESTSELLER! “Like any
business, a hospital must be true to its
core values in order to succeed. ‘Trickle-
down values’ start at the top with the
best leadership, so that all the
stakeholders understand and carry out
the institution’s mission. That is the gift
that David F einberg has brought to U
CLA. I am in awe of his management
skills.” —Lynda Resnick, owner of Pom
Wonderful, Fiji Water, Teleflora, and
Wonderful Pistachios “With clear
purpose, unwavering principles, and
steadfast leadership, the people at UCLA
have established a new bar, a
compelling promise, for what healthcare
can and should be.” —David M.
Lawrence, M.D., former CEO, Kaiser
Permanente “An absorbing and
educational account of a large
institution’s astonishing transformation.
The strong, courageous, and focused
leadership of David Feinberg and his
outstanding team is evident on every



page. A tremendous lesson for all large
enterprises.” —William E. Simon, Jr.,
cochairman, William E. Simon & Sons
“Most leadership authors describe how
to apply common-sense principles.
Michelli is a notable exception. He
artfully describes the compelling,
uncommon leadership practices that
transformed UCLA Health System. The
resulting lessons are plentiful and
powerful for today’s business leader.”
—Lee J. Colan, Ph.D., author of Sticking
to It: The Art of Adherence About the
Book: Joseph Michelli, author of The
Starbucks Experience and The New Gold
Standard, is among the world’s top
authorities on the principles of creating
an organizational culture dedicated to
service excellence. In these bestselling
books, he examines how leading service
companies dominate their respective
industries with innovative
customerexperience strategies. Now,
Michelli turns his attention to one of the
most complex, controversial, and critical
industries—healthcare. In Prescription
for Excellence, Michelli provides an
inside look at an organization that has
become the envy of its industry—and
explains how you can dominate your
own industry by using the same
approach. UCLA Health System is
revered worldwide for its top-tier
patient/customer care. Great physicians,
nurses, researchers, and staff are only
part of the equation; UCLA’s overall
success is a result of organization-wide
collaboration that is driven by leaders
with a shared vision of unyielding
excellence. Michelli breaks down UCLA’s
approach into five simple principles:
Commit to Care Leave No Room for Error
Make the Best Better Create the Future
Service Serves Us From administrative
offices to operating rooms to research
centers, continued adherence to these

five principles has guided UCLA to
financial strength, social significance,
and sustainability. The best part is that
these principles translate to any
industry, so you, too, can achieve similar
goals. Michelli gives you the tools to
adapt UCLA’s ideas, systems, and
leadership principles into your own best
practices. Whether it is a healthcare
organization, a financial institution, or a
neighborhood hair salon, good business
begins and ends with customer
connection. When all workers in an
organization focus on providing quality
care for those they serve, success
inevitably follows. Business is always
personal; UCLA’s leadership ensures that
this simple truth drives every UCLA
employee, every day. Apply the lessons
Michelli spells out in Prescription for
Excellence to create a system that
ensures that your people take business
personally, day in and day out.

Through the Patient's Eyes

Understanding and Promoting
Patient-Centered Care Jossey-Bass

Sponsored by the Picker/Commonwealth
Program for Patient-Centered Care In
this comprehensive, research-based look
at the experiences and needs of
patients, the authors explore models of
care that can make hospitalization more
humane. Through the Patient's Eyes
provides insights into why some
hospitals are more patient-centered than
others; how physicians can become
more involved in patient-centered
quality efforts; and how patient-centered
quality can be integrated into health
care policy, standards, and regulations.
The authors show how, by bringing the
patient's perspective to the design and
delivery of health services, providers can
improve their ability to meet patient's
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needs and enhance the quality of care.

Service Fanatics: How to Build
Superior Patient Experience the
Cleveland Clinic Way McGraw Hill
Professional

THE PROVEN MODEL FOR DRIVING
POSITIVE ORGANIZATIONAL CHANGE
Cleveland Clinic has long been
recognized for driving some of the best
clinical outcomes in the nation, but it
was not always a leader in patient
experience. There was atime when this
revered organization ranked among the
lowest in the country in this area. Within
ten years, however, it had climbed to
among the highest and has emerged as
the thought leader in the space. How did
Cleveland Clinic turn itself around so
effectively and so quickly? More
important, how can you do the same
with your organization? In gripping,
visceral, on-the ground fashion, Service
Fanatics reveals the strategies and
tactics the Clinic applied to become one
of today's leading patient-experience
healthcare organizations--methods that
seamlessly translate to any business
seeking to improveits customer
experience. This strategic guide covers:
How the Clinic's leaders redefined the
concept of patient experience and
developed a strategy to improve it
Critical lessons learned regarding
organization, recruitment, training, and
measuring service excellence Ways in
which the Clinic aligned its entire
workforce around its Patients First
strategy How leaders improved the
critical element of physician
communication Rather than view
patients simply as sick people who need
treatment, Cleveland Clinic sees them
also as important stakeholders in the
organization's success. Patients are
customers--who desire, pay for, and

deserve the best possible care and
experience during what is often a
challenging time in their lives. Featuring
customer service case studies, as well as
invaluable insight from C-level
executives at top corporations in various
industries, Service Fanatics provides
actionable lessons for any manager and
business leader beyond healthcare.
Whether you run a healthcare institution,
nonprofit, or for-profit business, Service
Fanatics will help you create the kind of
customer experience that promises to
transform your organization into an
industry powerhouse.

A Factory of One

Applying Lean Principles to Banish
Waste and Improve Your Personal
Performance CRC Press

Most business readers have heard of the
Lean principles developed for factories a
set of tools and ideas that have enabled
companies to dramatically boost quality
by reducing waste and errors producing
more while using less. Yet until now, few
have recognized how relevant these
powerful ideas are to individuals and
their daily work. Every person at

Why Hospitals Should Fly

The Ultimate Flight Plan to Patient
Safety and Quality Care Health
Administration Press

Winner of the 2009 ACHE James A.
Hamilton Book of the Year Award! "This
book is a tour de force, and no one but
John Nance could have written it. Only
he could have made sophisticated,
scientifically disciplined instruction about
the nature and roots of safety into a
page-turner. Medical care has a ton yet
to learn from the decades of progress
that have brought aviation to



unprecedented levels of safety, and, in
instructing us all about those lessons,
John Nance is not just a bridge-builder he
is the bridge." --Donald M. Berwick, MD,
MPP, President and CEO, Institute for
Healthcare Improvement (IHI)

Crossing the River

Seven Stories That Saved My Life, A
Memoir Abrams

A powerful exploration of grief and
resilience following the death of the
author's son that combines memoir,
reportage, and lessons in how to heal
Everyone deals with grief in their own
way. Helen Macdonald found solace in
training a wild goshawk. Cheryl Strayed
found strength in hiking the Pacific Crest
Trail. For Carol Smith, a Pulitzer Prize
nominated journalist struggling with the
sudden death of her seven-year-old son,
Christopher, the way to cross the river of
sorrow was through work. In Crossing
the River, Smith recounts how she faced
down her crippling loss through
reporting a series of profiles of people
coping with their own intense chal-
lenges, whether a life-altering accident,
injury, or diagnosis. These were stories
of survival and transformation, of people
facing devastating situations that
changed them in unexpected ways.
Smith deftly mixes the stories of these
individuals and their families with her
own account of how they helped her
heal. General John Shalikashvili, once the
most powerful member of the American
military, taught Carol how to face fear
with discipline and endurance. Seth, a
young boy with a rare and incurable
illness, shed light on the totality of her
son's experiences, and in turn helps
readers see that the value of a life is not
measured in days. Crossing the River is
a beautiful and profoundly moving book,

an unforgettable journey through grief
toward hope, and a valuable,
illuminating read for anyone coping with
loss.

The Healing of America

A Global Quest for Better, Cheaper,
and Fairer Health Care Penguin

A New York Times Bestseller, with an
updated explanation of the 2010 Health
Reform Bill "Important and powerful . . .
a rich tour of health care around the
world." —Nicholas Kristof, The New York
Times Bringing to bear his talent for
explaining complex issues in a clear,
engaging way, New York Times
bestselling author T. R. Reid visits
industrialized democracies around the
world--France, Britain, Germany, Japan,
and beyond--to provide a revelatory tour
of successful, affordable universal health
care systems. Now updated with new
statistics and a plain-English explanation
of the 2010 health care reform bill, The
Healing of America is required reading
for all those hoping to understand the
state of health care in our country, and
around the world. T. R. Reid's latest
book, A Fine Mess: A Global Quest for a
Simpler, Fairer, and More Efficient Tax
System, is also available from Penguin
Press.

The Psychosocial Implications of
Disney Movies MDP|

In this volume of 15 articles, contributors
from a wide range of disciplines present
their analyses of Disney movies and
Disney music, which are mainstays of
popular culture. The power of the Disney
brand has heightened the need for
academics to question whether Disney’s
films and music function as a tool of the
Western elite that shapes the views of
those less empowered. Given its global
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reach, how the Walt Disney Company
handles the role of race, gender, and
sexuality in social structural inequality
merits serious reflection according to a
number of the articles in the volume. On
the other hand, other authors argue that
Disney productions can help individuals
cope with difficult situations or embrace
progressive thinking. The different
approaches to the assessment of Disney
films as cultural artifacts also vary
according to the theoretical perspectives
guiding the interpretation of both overt
and latent symbolic meaning in the
movies. The authors of the 15 articles
encourage readers to engage with the
material, showcasing a variety of views
about the good, the bad, and the best
way forward.

The Patient Experience

The Importance of Care,
Communication, and Compassion in
the Hospital Room Simon and
Schuster

Brian Boyle tells a personal story of his
fight back from near death after a
horrific automobile accident. He focuses
on his experience as a patient who,
while in a two-month long medically
induced coma, was unable to move or
talk to anyone around him, yet he was
able to hear, see and feel pain. Brian
slowly clawed his way back to the living
and found the strength to live to tell his
story in his acclaimed memoir, Iron
Heart. Now Brian provides vital
information from the patient’s
perspective to help caregivers gain
valuable insight that will help them
understand new ways on how to provide
care to both patients and their families.
By completion of this book, the
participant will be able to: Recognize the
variety of feelings and emotions of the

patient Identify simple methods and
interventions to provide emotional
support to relax the patient Determine
the importance of particular amenities to
a patient who may be unable to
communicate Evaluate patient life-
history to determine appropriate
intervention techniques Understand the
motivational role that communication
has between the healthcare provider and
the patient and his or her family Brian’s
story about catastrophe, survival, and
transcending all odds has implemented
new and innovative strategies for
improving patient safety and quality of
care on a national level, as well as
serving as a learning experience for
healthcare providers of all levels and
backgrounds. When it comes to the
patient experience, Brian has become a
mouthpiece for the voiceless.

Couple Found Slain

After a Family Murder Henry Holt and
Company

Critically acclaimed author and
psychoanalyst Mikita Brottman offers
literary true crime writing at its best,
taking us into the life of a murderer after
his conviction—when most stories end
but the defendant's life goes on. On
February 21, 1992, 22-year-old Brian
Bechtold walked into a police station in
Port St. Joe, Florida and confessed that
he'd shot and killed his parents in their
family home in Silver Spring, Maryland.
He said he'd been possessed by the
devil. He was eventually diagnosed with
schizophrenia and ruled “not criminally
responsible” for the murders on grounds
of insanity. But after the trial, where do
the "criminally insane" go? Brottman
reveals Brian's inner life leading up to
the murder, as well as his complicated
afterlife in a maximum security



psychiatric hospital, where he is neither
imprisoned nor free. During his 27 years
at the hospital, Brian has tried to escape
and been shot by police, and has
witnessed three patient-on-patient
murders. He's experienced the drugging
of patients beyond recognition, a sadistic
system of rewards and punishments, and
the short-lived reign of a crazed
psychiatrist-turned-stalker. In the
tradition of One Flew Over The Cuckoo’s
Nest, Couple Found Slain is an insider’s
account of life in the underworld of
forensic psych wards in America and the
forgotten lives of those held there, often
indefinitely.

If | Stay

A Novel Penguin

With no memory of the car accident
itself, 17-year-old Mia must come to
terms with never really knowing what
happened one horrific winter's day that
changed her life forever.

Harvard Business Review on Finding
& Keeping the Best People Harvard
Business Press

Is your company's top talent jumping
ship as good replacements become
harder to get? If you need the best
practices and ideas for winning the race
for talent--but don't have time to find
them--this book is for you. Here are 11
inspiring and useful perspectives, all in
one place. This collection of HBR articles
will help you: - Look for good people in
all the right places - Interview more
effectively - Make--and keep--compelling
promises to candidates and employees -
Mitigate the risks of hiring stars from
other companies - Coach and mentor to
shore up commitment - Stretch
promising employees' responsibilities -
Rotate high performers into a variety of
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teams - Reverse the female brain drain

Radiography PREP (Program Review
and Examination Preparation), Sixth
Edition McGraw Hill Professional

Ace the ARRT certification exam with the
field’s most trusted review Maximize
your study time -- and your grade -- by
focusing on the most important and
frequently tested topics 4 STAR
DOODY'S REVIEW! "This update is once
again a highlight in the review book
section for preparing for the registry
exam in radiography. Using a
compilation of noteworthy sources, the
author once again provides students
with a complete and valuable guide for
registry exam review. This is a must-
have book for any future radiographer."--
Doody's Review Service The entire
radiography curriculum summarized in a
concise, readable narrative makes it
easy to understand and memorize key
concepts 860+ registry-style questions,
including a 200-question practice test,
prepare you for the exam Answers with
detailed explanations and references to
major textbooks More than 400
illustrations and clinical images Written
by an experienced educator and
radiography program director who knows
exactly what it takes to pass Essential
for certification or recertification An
author with 35+ years of teaching
experience provides everything you
need to excel on the exam coursework
Summary boxes provide a convenient
overview of must-know information The
inside covers feature important
formulae, radiation protection facts,
conversion factors, body surface
landmarks, digital imaging facts,
acronyms and abbreviations, radiation
quality factors, and minimum filtration
requirements Coverage of the latest
developments, including digital and
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electronic imaging A complete 200-
guestion practice exam 440+ chapter-
ending questions

We're Not Broken

Changing the Autism Conversation
Houghton Mifflin

"This book is a message from autistic
people to their parents, friends,
teachers, coworkers and doctors
showing what life is like on the
spectrum. It's also my love letter to
autistic people. For too long, we have
been forced to navigate a world where
all the road signs are written in another
language." With a reporter's eye and an
insider's perspective, Eric Garcia shows
what it's like to be autistic across
America. Garcia began writing about
autism because he was frustrated by the
media's coverage of it; the myths that
the disorder is caused by vaccines, the
narrow portrayals of autistic people as
white men working in Silicon Valley. His
own life as an autistic person didn't look
anything like that. He is Latino, a
graduate of the University of North
Carolina, and works as a journalist
covering politics in Washington D.C.
Garcia realized he needed to put into
writing what so many autistic people
have been saying for years; autism is a
part of their identity, they don't need to
be fixed. In We're Not Broken, Garcia
uses his own life as a springboard to
discuss the social and policy gaps that
exist in supporting those on the
spectrum. From education to healthcare,
he explores how autistic people wrestle
with systems that were not built with
them in mind. At the same time, he
shares the experiences of all types of
autistic people, from those with higher
support needs, to autistic people of
color, to those in the LGBTQ community.
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In doing so, Garcia gives his community
a platform to articulate their own needs,
rather than having others speak for
them, which has been the standard for
far too long.

Tinderbox

HBO's Ruthless Pursuit of New
Frontiers Henry Holt and Company

Tinderbox tells the exclusive, explosive,
uninhibited true story of HBO and how it
burst onto the American scene and
screen to detonate a revolution and
transform our relationship with television
forever. The Sopranos, Game of Thrones,
Sex and the City, The Wire,
Succession...HBO has long been the
home of epic shows, as well as the
source for brilliant new movies, news-
making documentaries, and
controversial sports journalism. By
thinking big, trashing tired formulas, and
killing off cliches long past their primes,
HBO shook off the shackles of
convention and led the way to a bolder
world of content, opening the door to all
that was new, original, and worthy of our
attention. In Tinderbox, award-winning
journalist James Andrew Miller uncovers
a bottomless trove of secrets and
surprises, revealing new conflicts,
insights, and analysis. As he did to great
acclaim with SNL in Live from New York;
with ESPN in Those Guys Have All the
Fun; and with talent agency CAA in
Powerhouse, Miller continues his record
of extraordinary access to the most
important voices, this time speaking with
talents ranging from Abrams (J. J.) to
Zendaya, as well as every single living
president of HBO—and hundreds of other
major players. Over the course of more
than 750 interviews with key sources,
Miller reveals how fraught HBO's journey
has been, capturing the drama and the



comedy off-camera and inside
boardrooms as HBO created and
mobilized a daring new content universe,
and, in doing so, reshaped storytelling
and upended our entertainment lives
forever.

Everything | Have Is Yours

A Marriage Flatiron Books

A NEW YORK TIMES NOTABLE BOOK OF
2021 » From New York Times bestselling
author Eleanor Henderson comes a
turbulent love story meets harrowing
medical mystery: the true story of the
author’'s twenty-year marriage defined
by her husband’s chronic illness—and a
testament to the endurance of love
Eleanor met Aaron when she was just a
teenager and he was working at a local
record stored—older, experienced, and
irresistibly charming. Escaping the
clichés of fleeting young love, their
summer romance bloomed into a
relationship that survived college and
culminated in a marriage and two
children. From the outside looking in,
their life had all the trappings of what
most would consider a success story.
But, as in any marriage, things weren’t
always as they seemed. On top of the
typical stresses of parenting, money,
and work, there were the untended
wounds of depression, addiction, and
childhood trauma. And then one day, out
of nowhere: a rash appeared on Aaron’s
arms. Soon, it had morphed into painful
lesions covering his body. Eleanor was
as baffled as the doctors. There was no
obvious diagnosis, let alone a cure. And
as years passed and the lesions gave
way to Aaron’s increasingly disturbed
concerns about the source of his
sickness, the husband she loved seemed
to unravel before her eyes. A new fissure
ruptured in their marriage, and new
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questions piled onto old ones: Where
does physical illness end and mental
illness begin? Where does one person
end and another begin? And how do we
exist alongside someone else’s
suffering? Emotional, intimate, and at
times agonizing, Everything | Have Is
Yours tells the story of a marriage tested
by powerful forces outside both partners’
control. It’s not only a memoir of a wife’s
tireless quest to heal her husband, but
also one that asks just what it means to
accept someone as they are.

The Quality Playbook

A Step-by-step Guide for Healthcare
Leaders

Inside the Mind of Toyota

Management Principles for Enduring
Growth CRC Press

Winner of a Shingo Research and
Professional Publication Award Toyota's
sustained growth attracts the attention
of economists and industrialists around
the world eager to learn the secrets of
Toyota's lasting success. In Inside the
Mind of Toyota: Management Principles
for Enduring Growth, Satoshi Hino
examines the source of Toyota's
strength: the fundamental thinking and
management structures that lie beneath
the creation of its famed Toyota
Production System. From the perspective
of a professional with 30 years
experience in the auto industry, Hino
presents a fresh and detailed analysis of
Toyota's essential management system,
from its very beginnings into the 21st
century. The ultimate goal is not simply
to mimic Toyota's formula, but to learn
from it and, in doing so, surpass it. From
the Translator's Foreword: Unlike most
Toyota watchers, Hino urges us to set
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our sights not on replicating Toyota's
success, but on surpassing it. This point
is crucial, because it moves our attention
away from slavish imitation of what is
visible on the surface and challenges us
to tap into deeper and more powerful
mechanisms of excellence. This is not a
cookbook and it is not 'Toyota Lite.' It
deserves serious study, application and
experimentation. Learn how Toyota
thinks, Hino is telling us. Learn Toyota's
strengths, make them your own and
then exceed them. —Andrew
Dillon,September

The ICU Guide for Families

Understanding Intensive Care and
How You Can Support Your Loved
One Rowman & Littlefield

This book is for ICU patients’ families,
suddenly immersed in an alien and
intimidating world. It clearly explains
intensive care ranging from the details
of the equipment and environment, to
decisions about end-of-life care, focusing
on how the reader can become an
effective advocate for their loved one.

The Future of Nursing

Leading Change, Advancing Health
National Academies Press

The Future of Nursing explores how
nurses' roles, responsibilities, and
education should change significantly to
meet the increased demand for care that
will be created by health care reform
and to advance improvements in
America's increasingly complex health
system. At more than 3 million in
number, nurses make up the single
largest segment of the health care work
force. They also spend the greatest
amount of time in delivering patient care
as a profession. Nurses therefore have
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valuable insights and unique abilities to
contribute as partners with other health
care professionals in improving the
quality and safety of care as envisioned
in the Affordable Care Act (ACA) enacted
this year. Nurses should be fully
engaged with other health professionals
and assume leadership roles in
redesigning care in the United States. To
ensure its members are well-prepared,
the profession should institute residency
training for nurses, increase the
percentage of nurses who attain a
bachelor's degree to 80 percent by
2020, and double the number who
pursue doctorates. Furthermore,
regulatory and institutional obstacles --
including limits on nurses' scope of
practice -- should be removed so that
the health system can reap the full
benefit of nurses' training, skills, and
knowledge in patient care. In this book,
the Institute of Medicine makes
recommendations for an action-oriented
blueprint for the future of nursing.

Healing Spaces Harvard University
Press

If the distractions and distortions around
you, the jarring colors and sounds, could
shake up the healing chemistry of your
mind, might your surroundings also have
the power to heal you? This is the
question Esther Sternberg explores in
Healing Spaces, a look at the
marvelously rich nexus of mind and
body, perception and place. The book
shows how a Disney theme park or a
Frank Gehry concert hall, a labyrinth or a
garden can trigger or reduce stress,
induce anxiety or instill peace.

The Best Patient Experience

Helping Physicians Improve Care,
Satisfaction, and Scores



In today's healthcare environment,
satisfying patients is essential to good
medical care and business success. But
physicians' chances of moving the
needle on patient satisfaction are much
higher if they have the support of their
healthcare organization's leadership
team. The Best Patient Experience:
Helping Physicians Improve Care,
Satisfaction, and Scores explains how
healthcare leaders can help physicians
improve their interactions with patients
and achieve higher patient satisfaction
scores. Written in a conversational style,
the book is filled with tips, tools,
templates, and resources leaders can
employ to support physicians in their
relationships with patients. Recognizing
that the process for building a better
patient experience is not easy, the book
intersperses practical advice with
anecdotes from the author and other
healthcare leaders to provide context for
working through these challenges. The
resulting transformation creates an
environment of personal gratification
and professional pride that galvanizes
not just the physicians but the entire
organization. Features of the book
include: A case study of a physician
group that improved its patient
satisfaction scores from the 20th
percentile to the 99th percentile A dozen
reasons leaders should care about
patient satisfaction A six-step process for
getting physicians to engage on patient
satisfaction Typical objections of
skeptical physicians and how to respond
to them Advice on helping doctors
sustain behavior changes to ensure
success Tips on using patient
satisfaction data A DIY approach to
shadow coaching physicians

Textbook of Hospital Administration
Elsevier Health Sciences

14

This work ushers in a change in the
approach of books on hospital
administration. To make the text
interesting authors have used the case
based learning approach. Apart from this
many new topics have been introduced
in this book which had not been
addressed so far in the available books.
For example:- due importance has been
given to the role of engineering
department in ensuring provision of
good quality of medical care by the
hospitals. New concepts in hospital
administration like information therapy,
use of information and communication
technology, health promoting hospital
approach, impact of globalization on
hospital care etc. have also introduced
through this book. USP of the book is
giving due importance to the feedback
from experienced hospital administrators
across public and private hospitals of
country. This book will surely be of use
to medical superintendents and hospital
administrators in government and
private hospitals in India and other
countries. Students as well as teachers
of various courses namely, regular and
distant learning courses of MBA in Health
Care/Hospital Administration, Diploma of
masters in Hospital Administrator, MD in
hospital administrator , MD in
community medicine, Diploma/masters
in laws, master’s in public health will
also find this book of immense value.
This book will also be helpful for civil
surgeons and senior medical officers of
state health services. The book
comprehensively consolidates a lot of
practical aspects by incorporating plenty
of illustrations, photographs, case
studies, real life situations etc. which will
help the readers to get a realistic
practical experience. Salient Features
New concepts in hospital administration
like use of information and
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communication technology, health
promoting hospital approach, impact of
globalization on hospital care, role of
engineering department and information
therapy, etc. have been introduced Case
Studies presented in the chapters are
useful for case based learning approach
Comprehensively consolidates a lot of
practical aspects by incorporating plenty
of Flowcharts, Figures and Tables help
the readers to get a realistic practical
experience

I'm Sorry to Hear That...

Real-Life Responses to Patients' 101
Most Common Complaints About
Health Care Fire Starter Pub

From the patient's perspective, a
complaint about healthcare or service is
an urgent statement of fact. "I am here

where | don't want to be," "I am
frightened and unsure what will happen
next," "I put my trust in you, and now

something is wrong," or "How can | be
sure | will be okay?" When you respond
to a patient's complaint, you are
responding to the patient's sense of
helplessness and anxiety. The service
recovery scripts offered in this book can
help you recover a patient's confidence
in you and your organization.

The Keys To The Kingdom

The Rise of Michael Eisner and the
Fall of Everybody Else Harper Collins

Like one of the movie moguls of old,
Michael Eisner is a titan -- feared,
powerful, and almost magically
successful. After rising through ABC
television and Paramount Pictures, he
awoke the sleeping giant of Disney and
sent it stomping across the
entertainment landscape. But since the
tragic death of Frank Wells in a
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helicopter crash in 1994, he has lacked --
for the first time in his career -- a
colleague who could temper his
personality. The result, writes Kim
Masters, has been a slide into a Nixonian
paranoia and isolation. In The Keys to
the Kingdom, Masters crafts a gripping
account of this larger-than-life story of
larger-than-life hubris, combining an
insightful analysis of power in Hollywood
with a vivid, deeply researched narrative
that brings the personalities, the
enmities, and the corporate mayhem to
life.

The Ride of a Lifetime

Lessons Learned from 15 Years as
CEO of the Walt Disney Company
Random House

#1 NEW YORK TIMES BESTSELLER « A
memoir of leadership and success: The
executive chairman of Disney, Time’s
2019 businessperson of the year, shares
the ideas and values he embraced
during his fifteen years as CEO while
reinventing one of the world’s most
beloved companies and inspiring the
people who bring the magic to life.
NAMED ONE OF THE BEST BOOKS OF
THE YEAR BY NPR Robert Iger became
CEO of The Walt Disney Company in
2005, during a difficult time. Competition
was more intense than ever and
technology was changing faster than at
any time in the company’s history. His
vision came down to three clear ideas:
Recommit to the concept that quality
matters, embrace technology instead of
fighting it, and think bigger—think
global—and turn Disney into a stronger
brand in international markets. Today,
Disney is the largest, most admired
media company in the world, counting
Pixar, Marvel, Lucasfilm, and 21st
Century Fox among its properties. Its



value is nearly five times what it was
when lger took over, and he is
recognized as one of the most innovative
and successful CEOs of our era. In The
Ride of a Lifetime, Robert Iger shares the
lessons he learned while running Disney
and leading its 220,000-plus employees,
and he explores the principles that are
necessary for true leadership, including:
* Optimism. Even in the face of difficulty,
an optimistic leader will find the path
toward the best possible outcome and
focus on that, rather than give in to
pessimism and blaming. ¢ Courage.
Leaders have to be willing to take risks
and place big bets. Fear of failure
destroys creativity. ¢ Decisiveness. All
decisions, no matter how difficult, can be
made on a timely basis. Indecisiveness is
both wasteful and destructive to morale.
* Fairness. Treat people decently, with
empathy, and be accessible to them.
This book is about the relentless
curiosity that has driven Iger for forty-
five years, since the day he started as
the lowliest studio grunt at ABC. It's also
about thoughtfulness and respect, and a
decency-over-dollars approach that has
become the bedrock of every project and
partnership lger pursues, from a deep
friendship with Steve Jobs in his final
years to an abiding love of the Star Wars
mythology. “The ideas in this book strike
me as universal” Iger writes. “Not just to
the aspiring CEOs of the world, but to
anyone wanting to feel less fearful, more
confidently themselves, as they navigate
their professional and even personal
lives.”

Twelve Patients

Life and Death at Bellevue Hospital
(The Inspiration for the NBC Grand
Central Publishing

The inspiration for the NBC drama New
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Amsterdam and in the spirit of Oliver
Sacks, this intensely involving memoir
from a former medical director of a
major NYC hospital looks poignantly at
patients' lives and reveals the author's
own battle with cancer. Using the plights
of twelve very different patients--from
dignitaries at the nearby UN, to
supermax prisoners at Riker's Island, to
illegal immigrants, and Wall Street
tycoons--Dr. Eric Manheimer "offers far
more than remarkable medical dramas:
he blends each patient's personal
experiences with their social
implications" (Publishers Weekly).
Manheimer was not only the medical
director of the country's oldest public
hospital for over 13 years, but he was
also a patient. As the book unfolds, the
narrator is diagnosed with cancer, and
he is forced to wrestle with the end of
his own life even as he struggles to save
the lives of others.

The Cleveland Clinic Way: Lessons
in Excellence from One of the
World's Leading Health Care
Organizations VIDEO ENHANCED
EBOOK McGraw Hill Professional

This is the future. Join the revolution.
Transform your organization the
Cleveland Clinic way. "One of the best
healthcare systems in the world."
President Barack Obama American
healthcare is in crisis. It doesn't have to
be. There's a revolution going on right
now. On the frontiers of medicine, some
doctors have developed an approach for
treating people that is more effective,
more humane, and more affordable. It's
an approach to healthcare that has
captured the attention of the media and
business elite--and the President of the
United States. It's all happening at
Cleveland Clinic, one of the most
innovative, forward-looking medical
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institutions in the nation. In this
groundbreaking book, the man who
leads this global organization, Toby
Cosgrove, MD, reveals how the Clinic
works so well and argues persuasively
for why it should be the model for the
nation. He details how Cleveland Clinic
focuses on the eight key trends that are
shaping the future of medicine. Readers
will learn: Why group practices provide
not only better--but cheaper--care Why
collaborative medicine is more effective
How big data can be harnessed to
improve the quality of care and lower
costs How cooperative practices can be
the wellspring of innovation Why
empathy is crucial to better patient
outcomes Why wellness of both mind
and body depends on healthcare, not
sickcare How care is best provided in
different settings for greater comfort and
value How tailor-made care treats a
person instead of a disease This
enhanced eBook includes 8 videos that
include interviews with the doctors and
executives who helped shape the
Cleveland Clinic’'s successful strategy. It
also includes visuals of patients/doctor
interactions and the hospital’s facilities.
At its core is Cleveland Clinic's emphasis
on patient care and patient experience.
A refreshingly positive and practical
vision of healthcare, The Cleveland Clinic
Way is essential reading for healthcare
and business executives, medical
professionals, industry analysts, and
policymakers. It gives leaders lessons
they can apply to their own
organizations to achieve results and
empowers average Americans to make
more informed healthcare decisions.
PRAISE FOR THE CLEVELAND CLINIC WAY
“A brilliant doctor and leader lays out
practical and thought-provoking
prescriptions for America's healthcare
future. A must-read." -- Jack Welch,
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former Chairman and CEO of General
Electric Company "The Cleveland Clinic
Way is what the healthcare system in
this country needs: honesty about the
challenges, optimism about our ability to
address them, and a focus on solutions.
A must-read for healthcare leaders, it's
written in clear, inclusive language that
makes it just as valuable for the rest of
us." -- John Chambers, Chairman and
CEO of Cisco "A pioneer in American
healthcare, Toby Cosgrove shows just
how the diligence and innovative
thinking behind Cleveland Clinic has
helped solve fundamental problems
most other places barely touch. There
are lessons here for everyone--patient,
physician, and policymaker alike." -- Atul
Gawande, MD, professor at Harvard
Medical School and bestselling author of
The Checklist Manifesto "Toby Cosgrove
frames the eight important trends that
will transform the U.S. healthcare
system. The Cleveland Clinic Way is a
good road map for those who want to
make the U.S. healthcare system
better." -- Jeffrey Immelt, Chairman and
CEO of General Electric Company

The Hcahps Handbook 2: Tactics to
Improve Qualilty and the Patient
Experience Fire Starter Pub

Are your HCAHPS results on track? Our
revised and updated version of The
HCAHPS Handbook includes the newest
information and the latest tactics that
enable you to provide the exceptional
quality of care your patients expect and
deserve. With fresh evidence harvested
from organizations across the nation,
The HCAHPS Handbook shares proven
strategies for moving metrics on all
HCAHPS questions, and more
importantly, how to successfully deploy
the tactics that will have a lasting impact
on patients and the experience of care.



Hardwiring Excellence

Purpose Worthwhile Work Making a
Difference Fire Starter Pub

For many who work in health care today,
overwhelming business pressures and
perceived barriers to change have nearly
extinguished the flame of their passion
to help others. In this book, Quint Studer
sparks a trend toward purpose,
worthwhile work, and making a
difference in the health care profession.
He shares his personal story and teaches
the reader how to apply specific
prescriptive tools and practices to create
and sustain a world-class organisation.
"Hardwiring Excellence" is a huge
success, changing the way countless
physicians and their teams operate.

Every Patient Tells a Story

Medical Mysteries and the Art of
Diagnosis Harmony

A riveting exploration of the most
difficult and important part of what
doctors do, by Yale School of Medicine
physician Dr. Lisa Sanders, author of the
monthly New York Times Magazine
column "Diagnosis," the inspiration for
the hit Fox TV series House, M.D. "The
experience of being ill can be like waking
up in a foreign country. Life, as you
formerly knew it, is on hold while you
travel through this other world as
unknown as it is unexpected. When | see
patients in the hospital or in my office
who are suddenly, surprisingly ill, what
they really want to know is, ‘What is
wrong with me?’ They want a road map
that will help them manage their new
surroundings. The ability to give this
unnerving and unfamiliar place a name,
to know it—on some level—restores a
measure of control, independent of
whether or not that diagnosis comes
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attached to a cure. Because, even today,
a diagnosis is frequently all a good
doctor has to offer." A healthy young
man suddenly loses his
memory—making him unable to
remember the events of each passing
hour. Two patients diagnosed with Lyme
disease improve after antibiotic
treatment—only to have their symptoms
mysteriously return. A young woman lies
dying in the ICU—bleeding, jaundiced,
incoherent—and none of her doctors
know what is killing her. In Every Patient
Tells a Story, Dr. Lisa Sanders takes us
bedside to witness the process of solving
these and other diagnostic dilemmas,
providing a firsthand account of the
expertise and intuition that lead a doctor
to make the right diagnosis. Never in
human history have doctors had the
knowledge, the tools, and the skills that
they have today to diagnose illness and
disease. And yet mistakes are made,
diagnoses missed, symptoms or tests
misunderstood. In this high-tech world of
modern medicine, Sanders shows us that
knowledge, while essential, is not
sufficient to unravel the complexities of
illness. She presents an unflinching look
inside the detective story that marks
nearly every illness—the
diagnosis—revealing the combination of
uncertainty and intrigue that doctors
face when confronting patients who are
sick or dying. Through dramatic stories
of patients with baffling symptoms,
Sanders portrays the absolute necessity
and surprising difficulties of getting the
patient’s story, the challenges of the
physical exam, the pitfalls of doctor-to-
doctor communication, the vagaries of
tests, and the near calamity of
diagnostic errors. In Every Patient Tells a
Story, Dr. Sanders chronicles the real-life
drama of doctors solving these difficult
medical mysteries that not only illustrate

18

If Disney Ran Your Hospital Book

2025-06-06



If Disney Ran Your Hospital Book

19

the art and science of diagnosis, but
often save the patients’ lives.

A Nurse's Story McClelland & Stewart

The team of nurses that Tilda Shalof
found herself working with in the
intensive care unit (ICU) of a big-city
hospital was known as “Laura’s Line.”
They were a bit wild: smart, funny,
disrespectful of authority, but also caring
and incredibly committed to their jobs.
Laura set the tone with her quick
remarks. Frances, from Newfoundland,
was famous for her improvised recipes.
Justine, the union rep, wore t-shirts
emblazoned with defiant slogans, like
“Nurses Care But It’s Not in the Budget.”
Shalof was the one who had been to
university. The others accused her of
being “sooo0 sensitive.” They depended
upon one another. Working in the ICU
was both emotionally grueling and
physically exhausting. Many patients,
quite simply, were dying, and the staff
strove mightily to prolong their lives.
With their skill, dedication, and the
resources of modern science, they
sometimes were almost too successful.
Doctors and nurses alike wondered if
what they did for terminally-ill patients
was not, in some cases, too extreme. A
number of patients were admitted when
it was too late even for heroic measures.
A boy struck down by a cerebral
aneurysm in the middle of a little-league
hockey game. A woman rescued - too
late - from a burning house. It all took its
toll on the staff. And yet, on good days,
they thrived on what they did. Shalof
describes a colleague who is managing a
“crashing” patient: “l looked at her.
Nicky was flushed with excitement. She
was doing five different things at the
same time, planning ahead for another
five. She was totally focused, in her
element, in control, completely at home
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with the chaos. There was a huge smile
on her face. Nurses like to fix things. If
they can.” Shalof, a veteran ICU nurse,
reveals what it is really like to work
behind the closed hospital curtains. The
drama, the sardonic humour, the
grinding workload, the cheerful
camaraderie, the big issues and the
small, all are brought vividly to life in
this remarkable book.

Customer Experience

Future Trends and Insights Palgrave
Macmillan

The quality of customer experience has
become more important in recent times
as businesses struggle to differentiate
themselves. But what are the emerging
trends that businesses should focus on
today? The authors explore the growing
trends that progressive businesses need
to understand to give themselves a
competitive advantage.

A Raisin in the Sun Vintage

An African-American family is united in
love and pride as they struggle to
overcome poverty and harsh living
conditions, in the award-winning 1959
play about an embattled Chicago family

The Exorcist Random House

This unstoppable publishing
phenomenon was the inspiration behind
one of the most successful horror movies
of all time. A powerful presence has
taken possession of the 12-year-old
daughter of a film star. The ensuing
battle between a doubt-ridden priest and
the unspeakable horror within the girl is
a classic war of good versus evil.

Medical Tourism: Breakthroughs in
Research and Practice



Breakthroughs in Research and
Practice /G/ Global

The era of globalization allows for more
connectivity between nations and
cultures. This increase in international
association gives citizens the ability to
take advantage of opportunities in other
nations, such as medical assistance and
accompanying services. Medical
Tourism: Breakthroughs in Research and
Practice is a comprehensive reference
source for the latest scholarly material
on trends, practices, and emerging
phenomena of international travel by
patients for medical treatment and
examines the benefits and challenges of
these services. Highlighting a range of
pertinent topics such as hospitality
management, reproductive medicine,
and ethical considerations, this multi-
volume book is ideally designed for the
needs of healthcare providers, nonprofit
organizations, students, and medical
professionals seeking relevant research
on the relationship between global travel
and access to healthcare.

Management Lessons from Mayo
Clinic: Inside One of the World’s
Most Admired Service Organizations
McGraw Hill Professional

Management Lessons from Mayo Clinic
reveals for the first time how this
complex service organization fosters a
culture that exceeds customer
expectations and earns deep loyalty
from both customers and employees.
Service business authority Leonard Berry
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and Mayo Clinic marketing administrator
Kent Seltman explain how the Clinic
implements and maintains its strategy,
adheres to its management system,
executes its care model, and embraces
new knowledge - invaluable lessons for
managers and service providers of all
industries. Drs. Berry and Seltman had
the rare opportunity to study Mayo
Clinic's service culture and systems from
the inside by conducting personal
interviews with leaders, clinicians, staff,
and patients, as well as observing
hundreds of clinician-patient
interactions. The result is a book about
how the Clinic's business concept
produces stellar clinical results,
organizational efficiency, and
interpersonal service. By examining the
operating principles that guide every
management decision at this legendary
healthcare institution, the authors
Demonstrate how a great service brand
evolves from the core values that
nourish and protect it Extrapolate
instructive business lessons that apply
outside healthcare Illustrate the benefits
of pooling talent and encouraging
teamwork Relate historical events and
perspectives to the present-day Mayo
Clinic Share inspiring stories from staff
and patients An innovative analysis of
this exemplary institution, Management
Lessons from Mayo Clinic presents a
proven prescription for creating
sustainable service excellence in any
organization.
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