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The Baptist Health Care Journey to Excellence Creating a Culture that
WOWs! John Wiley & Sons "This crystal-clear book oﬀers to any who will listen
invaluable, detailed guidance on how and why to move toward a true culture of
excellence in hospital care. It isn't easy, but, as their results show, it's a journey well
worth taking."—Donald M. Berwick, MD, president and CEO, Institute for Healthcare
Improvement The Baptist Health Care Journey to Excellence presents tested
principles and best practices to help improve your corporate culture and customer
satisfaction, which will lead to loyalty, stability, sustained productivity, and
proﬁtability in your own organization. Order your copy today! Employee
Satisfaction Through Performance Improvement A Comparative Analysis of
Baptist Health Care's Journey to Excellence and Samaritan Medical Center's
Implementation Creating a culture of satisﬁed employees can be obtained by
seeking practices of proven successes with performance improvement. One practice
to improve employee satisfaction is to adapt the Baptist Health Care's (BHC) Journey
to Excellence. Samaritan Medical Center (SMC) adapted the Baptist Journey to
Excellence several years ago and SMC has made signiﬁcant improvements. This
project utilized a literature review to identify the success of performance
improvement measures and employee satisfaction. A comparative analysis between
SMC and BHC was also completed to show what best practices were implemented by
Samaritan. The goal of this project was to identify how well Samaritan is doing with
employee satisfaction after integrating the Baptist Journey to Excellence. Employee
Satisfaction Survey data was provided by the Human Resource department at
Samaritan Medical Center and the Baptist Health Care data was collected from
literature review sources. Various conclusions noted were that implementing the
Baptist model will increase employee satisfaction when the components of
accountability, communication, and trust are all addressed. Keywords: Health Care
Administration, Dr. Gail Young, Best Practices in Health Care Customer Service in
Health Care A Grassroots Approach to Creating a Culture of Service
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Excellence John Wiley & Sons Research conﬁrms that it is six times more costly to
attract anew customer than it is to retain an existing one. Creating a culture of
service excellence requires planning,preparation, and persistence. Customer Service
in HealthCare is designed to provide readers with the fundamentalinformation and
skills to start or strengthen a customer serviceinitiative within a health care
organization. This bookconcentrates on action as opposed to theory. It oﬀers a
practical,step-by-step process for creating a culture shift toward customerservice
excellence at all levels of an organization, and presentsthe essentials to improving
performance that will bring theindividuals closer to the mission, values, and
standards. Chapters focus on: Tools for establishing and measuring customer service
teamgoals Creating customer service standards unique to yourorganization Tips on
training sessions Strategies for maintaining top-of-mind awareness of
customerservice among employees Customer service techniques for physicians and
nurses An overview of customer service as an essential component ofbusiness
development and marketing Ethical Challenges in Health Care Developing Your
Moral Compass Springer Publishing Company Designated a Doody's Core Title!
Lachman successfully addresses the most important topics in health care ethics in
this volume...The 20 chapters are divided logically and proceed onward from those
dealing with the evolution of the philosophical basis for personal and organizational
ethics...This text would be a highly useful resource for both undergraduate- and
graduate-level health care ethics courses... Summing Up: Recommended. --Choice
This book is written for 'all healthcare professionals,' from those providing healthcare
services to those administrating healthcare organizations. [It] oﬀers a detailed
account of the concept of moral courage within the context of healthcare
delivery?.[and] oﬀers clarity and advice on numerous ethical problems. --Doody's
Stand up for what you believe in, even if it means standing alone. -Nelson Mandela
As a health professional or health care leader, have you ever: Had to address the
problem of uninsured patients in your hospital? Had to deliver bad news to patients
and families? Wanted to report an unethical colleague? If so, you need this book on
your bookshelf. Health care managers and professionals face serious ethical
dilemmas like these every day. This book provides the knowledge, insight,
strategies, and encouragement necessary for developing moral courage in health
care practice, even in the face of adversity. Lachman outlines both personal and
organizational strategies to help nurses, physicians, physical therapists, and health
care leaders develop moral courage, and face diﬃcult ethical challenges in health
care practice and management head-on. Lachman presents numerous, real-life case
examples to illustrate skills and opportunities for developing moral courage in the
workplace. Also included are tips for executives on how to develop their ethical
leadership skills. Key Features: Presents guidelines for developing moral courage for
organization leaders as well as for individual practitioners Discusses topics of critical
concern to nurses and physicians, including patient autonomy, informed consent,
and the importance of truth-telling Highlights pressing issues for health care leaders,
including the uninsured in America, managing disruptive practitioners, and
promoting patient safety Includes guidelines for standing up and speaking out
against unethical practices Reiterates Key Points to Remember at the end of each
chapter The Ownership Quotient Putting the Service Proﬁt Chain to Work for
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Unbeatable Competitive Advantage Harvard Business Press Hundreds of
large organizations worldwide have used the groundbreaking Service Proﬁt Chain to
improve business performance. Now The Ownership Quotient reveals the next
generation of the chain: customer and employee "owners" of your business.
Employee-owners exhibit such enthusiasm for their organization that they infect
countless customers with similar satisfaction, loyalty, and dedication. Customerowners are in turn so satisﬁed with their experience that they relate their stories to
others, persuade them to try your product, and provide constructive criticism and
new product ideas. As a new generation of managers has been changing the way
that products and services are designed and delivered, authors Heskett, Sasser, and
Wheeler have followed the evolution of this new ownership model. Case studies from
companies as diverse as Harrah's Entertainment, ING Direct, Build-a-Bear Workshop,
and Wegmans Food Markets bring home the central principle of engagement - and
showcase ways to raise the ownership quotient among both your employees and
your customers. With the authors' decades of consulting and research paving the
way, you'll learn to identify your customer-owners; consistently exceed their
expectations in ways they truly appreciate; and foster, measure, and grow the
Ownership Quotient throughout your company. An organization that learns how to
cultivate an ownership attitude creates a self-reinforcing relationship between
customers and front-line employees. The lifetime value of a customer-owner can be
equivalent to that of more than a hundred typical customers. And that makes the
lifetime value of an employee who can promote customer ownership priceless. This
powerful and practical book shows you how to add that value to your company and
delight your employees, customers, and investors. Is your organization ready to
make the transition to an ownership state of mind? Leveraging Lean in
Healthcare Transforming Your Enterprise into a High Quality Patient Care
Delivery System CRC Press Winner of a 2013 Shingo Research and Professional
Publication Award This practical guide for healthcare executives, managers, and
frontline workers, provides the means to transform your enterprise into a HighQuality Patient Care Business Delivery System. Designed for continuous reference,
its self-contained chapters are divided into three primary sections: Deﬁnes what
Lean is and includes some interesting history about Lean not found elsewhere.
Describes and explains the application of each Lean tool and concept organized in
their typical order of use. Explains how to implement Lean in various healthcare
processes—providing examples, case studies, and valuable lessons learned This
book will help to take you out of your comfort zone and provide you with new ways
to extend value to your customers. It drives home the importance of the Lean Six
Sigma journey. The pursuit of continuous improvement is a journey with no end.
Consequently, the opportunities are endless as to what you and your organization
can accomplish. Forty percent of the authors’ proﬁts from this book will be donated
to help the homeless through two Baltimore charities. Praise for the book: ... welltimed and highly informative for those committed to creating deep levels of
sustainable change in healthcare. — Peter B. Angood, MD, FACS, FCCM, Senior
Advisor – Patient Safety, in National Quality Forum ... the most practical and
healthcare applicable book I have ever read on LEAN thinking and concepts. — Gary
Shorb, CEO, Methodist Le Bonheur Healthcare ... well written ... an essential

3

4

reference in the library of all healthcare leaders interested in performance
improvement. — Lee M. Adler, DO, VP, Quality and Safety Innovation & Research,
Florida Hospital, Orlando; Associate Professor, University of Central Florida College of
Medicine ... a must read for all Leadership involved in healthcare. ... I can see
reading this book over and over. — Brigit Zamora, BSN, RN, CPAN, CAPA,
Administrative Nurse Manager, Florida Hospital, Orlando Creating Healthy
Organizations How Vibrant Workplaces Inspire Employees to Achieve
Sustainable Success University of Toronto Press The current global economic
environment is deﬁned by unprecedented uncertainty, a premium placed on
knowledge, and the threat of future talent scarcity. Key to an organization's success
under these conditions is its ability to strengthen the links between people and
performance. Creating Healthy Organizations provides executives, managers, human
resource professionals, and employees an action-oriented approach to forging these
connections by creating and sustaining vibrant and productive workplaces. A healthy
organization operates in ways that beneﬁts all stakeholders, including employees,
customers, shareholders, and communities. Using a wide range of examples from a
variety of internationally based industries, Graham Lowe integrates leading practices
with research on workplace health and wellness, quality work environments,
employee engagement, organizational performance, and corporate social
responsibility to make a compelling business case for creating healthy, resilient, and
sustainable organizations. Creating Healthy Organizations oﬀers readers, whether
CEOs or front-line workers, an innovative framework and practical tools for planning,
implementing, and measuring healthy change in their workplaces. Leveraging
Lean in Medical Laboratories Creating a Cost Eﬀective, Standardized, High
Quality, Patient-Focused Operation CRC Press This book is part of a series of
titles that are a spin-oﬀ of the Shingo Prize-winning book Leveraging Lean in
Healthcare: Transforming Your Enterprise into a High Quality Patient Care Delivery
System. Each book in the series focuses on a speciﬁc aspect of healthcare that has
demonstrated signiﬁcant process and quality improvements after a Lean
implementation. Lean principles can help medical laboratories drive up eﬃciencies
and quality without increasing costs or compromising quality. Leveraging Lean in
Medical Laboratories: Creating a Cost Eﬀective, Standardized, High Quality, PatientFocused Operation provides a functional understanding of Lean laboratory processes
and quality improvement techniques. This book is an ideal guide for healthcare
executives, leaders, process improvement team members, and inquisitive frontline
workers who want to implement and leverage Lean in medical laboratories.
Supplying detailed descriptions of Lean tools and methodologies, it identiﬁes
powerful Lean solutions speciﬁc to the needs of the medical laboratory. The ﬁrst
section provides an overview of Lean concepts, tools, methodologies, and
applications. The second section focuses on the application of Lean in the laboratory
environment. Presenting numerous examples, stories, case studies, and lessons
learned, it examines the normal operation of each area in the lab environment and
highlights the areas where typical problems occur. Next, it walks readers through
various Lean initiatives and demonstrates how Lean tools and concepts have been
used to achieve lasting improvements to processes and quality of care. It also
supplies actionable blueprints that readers can duplicate or modify for use in their
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own institutions. Illustrating leadership’s role in achieving departmental goals, this
book will provide you with a well-rounded understanding of how Lean can be applied
to achieve signiﬁcant improvements throughout the entire continuum of care. The
Business of Healthcare Greenwood Publishing Group This three-volume
collection on the business of healthcare addresses healthcare management at the
level of the individual medical practice, healthcare organizations, and the healthcare
sector as a whole. Leveraging Lean in the Emergency Department Creating a
Cost Eﬀective, Standardized, High Quality, Patient-Focused Operation CRC
Press This book is part of a series of titles that are a spin-oﬀ of the Shingo Prizewinning book Leveraging Lean in Healthcare: Transforming Your Enterprise into a
High Quality Patient Care Delivery System. Each book in the series focuses on a
speciﬁc aspect of healthcare that has demonstrated signiﬁcant process and quality
improvements after a Lean implementation. Emergency departments have become
notorious for long wait times and questionable quality of care. By adopting Lean
manufacturing concepts, hospitals can turn the emergency department into a
valuable service for the hospital and the community it serves. Leveraging Lean in the
Emergency Department: Creating a Cost Eﬀective, Standardized, High Quality,
Patient-Focused Operation supplies a functional understanding of Lean emergency
department processes and quality improvement techniques. It is ideal for healthcare
executives, leaders, process improvement team members, and inquisitive frontline
workers who want to implement and leverage Lean. Supplying detailed descriptions
of Lean tools and methodologies, the book identiﬁes powerful Lean solutions speciﬁc
to the needs of the emergency department. The ﬁrst section provides an overview of
Lean concepts, tools, methodologies, and applications. The second section focuses
on the application of Lean in the emergency department within the conﬁnes of the
hospital or clinic. Presenting numerous examples, stories, case studies, and lessons
learned, it examines the normal operation of each area in emergency departments
and highlights the areas where typical problems occur. Next, the book walks readers
through various Lean initiatives and demonstrates how Lean tools and concepts have
been used to achieve lasting improvements to processes and quality of care. It also
supplies actionable blueprints that readers can duplicate or modify for use in their
own institutions. Illustrating leadership’s role in achieving departmental goals, this
book will provide you with a well-rounded understanding of how Lean can be applied
to achieve signiﬁcant improvements throughout the entire continuum of care.
Leveraging Lean in Surgical Services Creating a Cost Eﬀective,
Standardized, High Quality, Patient-Focused Operation CRC Press This book
is part of a series of titles that are a spin-oﬀ of the Shingo Prize-winning book
Leveraging Lean in Healthcare: Transforming Your Enterprise into a High Quality
Patient Care Delivery System. Each book in the series focuses on a speciﬁc aspect of
healthcare that has demonstrated signiﬁcant process and quality improvements
after a Lean implementation. The result of implementing Lean in the surgical suite is
a powerful and proven mix that enables members of cross-functional teams to
improve their processes, eﬃciency, and ﬁnancial performance. Leveraging Lean in
Surgical Services: Creating a Cost Eﬀective, Standardized, High Quality, PatientFocused Operation provides a functional understanding of Lean processes and
quality improvement techniques for the surgical department. This book is an ideal
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guide for healthcare executives, leaders, process improvement team members, and
inquisitive frontline workers who want to implement and leverage Lean in the
surgical suite. Supplying detailed descriptions of Lean tools and methodologies, it
identiﬁes powerful solutions speciﬁc to the needs of surgical services. The ﬁrst
section provides an overview of Lean concepts, tools, methodologies, and
applications. The second section focuses on the application of Lean in the surgical
services environment. Presenting numerous examples, stories, case studies, and
lessons learned, it examines the normal operation of each area in the surgical suite
and highlights the areas where typical problems occur. Next, the book walks readers
through various Lean initiatives and demonstrates how Lean tools and concepts have
been used to achieve lasting improvements to processes and quality of care. It also
introduces actionable blueprints that readers can duplicate or modify for use in their
own institutions. Illustrating leadership’s role in achieving departmental goals, this
book will provide you with a well-rounded understanding of how Lean can be applied
to achieve signiﬁcant improvements throughout the entire continuum of care.
Leveraging Lean in Outpatient Clinics Creating a Cost Eﬀective,
Standardized, High Quality, Patient-Focused Operation CRC Press This book
is part of a series of titles that are a spin-oﬀ of the Shingo Prize-winning book
Leveraging Lean in Healthcare: Transforming Your Enterprise into a High Quality
Patient Care Delivery System. Each book in the series focuses on a speciﬁc aspect of
healthcare—including emergency departments, medical laboratories, outpatient
clinics, ancillary services, and surgical services—that has demonstrated signiﬁcant
process and quality improvements after a Lean implementation. Because ambulatory
care settings play a signiﬁcant role in the healthcare delivery system, it is important
to understand how Lean concepts and tools can be used to deliver high-quality, costeﬀective care. Leveraging Lean in Outpatient Clinics: Creating a Cost Eﬀective,
Standardized, High Quality, Patient-Focused Operation provides a functional
understanding of Lean processes and quality improvement techniques in an
outpatient clinic environment. This book is an ideal guide for healthcare executives,
leaders, process improvement team members, and inquisitive frontline workers who
want to implement and leverage Lean in outpatient clinical settings. Supplying
detailed descriptions of Lean tools and methodologies, it identiﬁes powerful Lean
solutions speciﬁc to the needs of outpatient facilities. The ﬁrst section provides an
overview of Lean concepts, tools, methodologies, and applications. The second
section focuses on the application of Lean in the outpatient clinic environment. It
presents illustrative examples of Lean deployments in primary care, GI, and
preadmission testing clinics. The examples provide broad content which can be
readily transferable to other outpatient clinic settings. Illustrating leadership’s role in
achieving departmental goals, this book will provide you with a well-rounded
understanding of how Lean can be applied to achieve signiﬁcant improvements
throughout the complete continuum of care. Craig's Essentials of Sonography
and Patient Care - E-Book Elsevier Health Sciences Providing a solid foundation
in sonography, Craig’s Essentials of Sonography and Patient Care, 4th Edition
prepares you to succeed in the classroom and in practice. Divided into two parts, this
updated text ﬁrst describes the origins and evolution of diagnostic medical
sonography, deﬁnes important terminology, and provides proven study techniques
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such as note taking, eﬀective listening, and test-taking strategies. The second
section prepares you for the clinical environment, covering topics from the
sonography perspective such as taking a patient's vital signs, safety considerations,
body mechanics, patient transfer, infection control, emergency procedures, and
assisting patients with special needs. Additionally, survival skills throughout the text
seek to build students’ problem solving skills to help them adjust both academically
and in the clinical setting. UPDATED! JRC-DMS content ensures you are up-to-date on
the latest standards. The only text devoted entirely to entry-level students provides
a foundation of essential knowledge ensuring your educational and professional
success. Step-by-step presentation of patient care in a sonography setting teaches
you how to perform basic medical techniques and interact with patients. Safety
Issues chapter explains how to scan with proper scanning technique and posture to
avoid repetitive-motion musculoskeletal injuries. Note boxes add information on
applying concepts to the clinical setting. Objectives and key terms introduce each
chapter’s important content. Chapter summaries simplify study and review by
recapping the most important points. Glossary of Spanish phrases covers common
instructions for better communication with Spanish-speaking patients. HIPAA
information provides the knowledge that you will need to comply with federal law.
NEW! Coverage of aseptic and non-aseptic infection control techniques prepares you
to work with patients in the clinical environment. NEW! Inclusion of critical thinking
"survival skills" help you to adjust your problem-solving skills both academically and
in the clinical setting. NEW! Expanded accreditation section guides you through the
full process in detail. NEW! Full-color design helps break up content and bring it to
life. Leadership Behavior Impact on Employee's Loyalty, Engagement and
Organizational Performance Leadership Behavior and Employee Perception
of the Organization AuthorHouse Every organization is looking for ways to
improve employee participation, loyalty and engagement; which most scholars
believe could help with the organization' performance. We all know that leading with
character is a good management skill for any leader that wants to be successful and
eﬀective. In this book, the following are seen as some characteristic behaviors that
could distinguish a competitive and skillful leaders from others. When you are visible
in the organization, know how to handle diversity, set expectations and most
importantly know how to communicate and listen to your customers and employees,
the result is always good for the organization. People begin to feel valued, respected
and their sense of belonging begins to improve. The impact of employee feelings and
perceptions will be seen on how they feel about the organization in general. The
importance of good leadership on organization's performance and productivity is
unquestionable and should be a driving force for leaders to demonstrate behaviors
that are essential and productive. Organization Development in Healthcare A
Guide for Leaders IAP In a world saturated with the “how tos” of OD, there is a
void of evidence-based resources for both organizational leaders and OD scholarpractitioners to use as a guide while navigating the complex and chaotic
environment of healthcare. This handbook has been created to ﬁll this space and
provide a resource for this vital audience at a time of great change and greater
potential in the healthcare arena. The handbook will focus on the critical nature of
OD in healthcare and how it applies in this unique environment; examining its broad
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use from hospitals to corporate oﬃces and from small systems to multinational
corporations. The book will provide research-based, practical processes and
methods, while sharing compelling cases of how the compassion and care associated
with healthcare is wound tightly with the OD work it encompasses.The handbook will
also oﬀer a comprehensive look at the role OD plays in the critical issues and
signiﬁcant changes facing healthcare today. The handbook overall is a small part
history and a small part predictions surrounding very practical and applicable uses of
OD In healthcare. Through the sharing of engagement processes, revealing
outcomes and connecting each concept to a living case of how OD has impacted the
healthcare ﬁeld, this handbook provides a unique resource for OD and HR
professionals, healthcare executives, MHA students and the academic community.
Strengthening Ethical Wisdom Tools for Transforming Your Health Care
Organization AHA Press A practical, research-based guide for strengthening
workplace and personal ethics. Step-by-step explanations, case examples, and
questionnaires help readers identify and manage the ethical drift to which health
care management and staﬀ can succumb under the daily pressure to do more with
less. Provides tools that assess where the organization and individuals stand in their
relative strengths and weaknesses regarding everyday ethical decision making.
Includes diagnostic tools (also accessible online) that help assess the strength of
ethical pathways and presents ways to create needed change. Covers the ethical
pathways through which an organization produces exceptional results by doing the
right thing and discusses the practices that are essential to the health of each of
those pathways. Assists those who struggle to maintain a balance between personal
values and organizational behaviors where small steps and decisions lead to ethical
conﬂicts that undermine an organizations viability and credibility. Measuring
Caring International Research on Caritas as Healing Springer Publishing
Company Jean Watson's Theory of Human Caring (Caritas) is now used in
approximately 300 health care institutions in the United States and other institutions
worldwide. This is the ﬁrst international compendium of Caritas research, presenting
the ﬁndings of 41 studies from 7 countries. The book examines similarities and
diﬀerences in the ways in which each country applies Watson's Theory and
documents the outcomes of these interventions. It addresses relationships between
nurses and patients, nurses and their colleagues, self-care, and how Caritas is used
to resolve outcome issues system-wide. The book discusses at length eight diﬀerent
Caring Factor surveys, primary research tools for those using the Caritas process,
which identify constructs that either support or impede caring in multiple settings.
The ﬁrst section focuses on the theoretical underpinnings of Caritas and presents
seven adaptations of the Caring Factor Survey. Section II addresses measurements
and methods for facilitating a caring relationship between nurse and patient.
Measurements and interventions to facilitate Caritas in a variety of settings is the
focus of Section III, and the ﬁnal sections address the international measurement
and international comparisons of Caritas. The volume will be an important resource
for nurse leaders, educators, administrators in academia including unit managers,
and for hospitals with or seeking Magnet status. The book serves as a complement to
Watson's Assessing and Measuring Caring in Nursing and Health Care and Creating a
Caring Science Curriculum: An Emancipatory Pedagogy for Nursing. A co-publication
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with the Watson Caring Institute, this volume: Presents cutting-edge tools derived
from the Caring Factor Survey for measuring caring in multiple contexts Discusses
similarities and diﬀerences in caring contexts across nations Documents outcomes of
Caritas in varied settings in the United States and internationally Addresses nursepatient and nurse-colleague relationships, self-care, and resolution of system-wide
outcome issues Handbook of Ambulatory Anesthesia Springer Science &
Business Media This second edition of the Handbook of Ambulatory Anesthesia has
been completely updated and expanded to reﬂect current practice guidelines and
trends in ambulatory anesthesia. This practical manual covers preoperative
evaluation, patient and procedure selection, anesthetic techniques, postoperative
management, and quality assurance. Additionally, the editors have included all new
information on anesthesia for minimally invasive surgery as well as oﬃce-based
procedures. Written and edited by experts who have developed successful practices
at the world's leading institutions, Handbook of Ambulatory Anesthesia includes a
broad representation of perspectives and approaches for practitioners in every
ambulatory setting. Four Essential Disciplines Lulu.com At the Clinton Global
Initiative annual meeting in 2008, a theme emerged that was shared by government
representatives, NGO leaders, and philanthropists. It was the recognition that health
services management capacity in developing countries must be expanded if
sustainable advances are to be made in healthcare over the next decade. It was also
acknowledged that inadequate attention and resources have been directed at this
problem to date. Four Essential Disciplines oﬀers leaders the knowledge keys for
driving positive change for healthcare organizations around the globe. It presents
basic principles in ways that allow readers to adapt to their own culture and context.
It is an essential training guide for every healthcare leader and manager. Rules to
Break and Laws to Follow How Your Business Can Beat the Crisis of ShortTermism John Wiley & Sons Praise for Rules to Break & Laws to Follow: How Your
Business Can Beat the Crisis of Short-Termism "A fascinating, highly readable
synthesis of business principles, technology, sociology and common sense, Rules to
Break and Laws to Follow persuasively shows the connection between customer trust
and business proﬁts, and then explains how to make it happen. As a bonus, you'll
learn how to make your company more innovative, how to ensure your employees
actually enjoy what they're doing, and how to deal with the kinds of service and
quality breakdowns that occasionally plague any company, even a well-managed
one. This book should be on your required reading list." —Stephen M. R. Covey,
bestselling author of The Speed of Trust: The One Thing That Changes Everything
"Over the years, Peppers and Rogers have given me valuable advice about
navigating the changing business landscape. This book is a must-read for managers
who want to empower their employees and customers to?make change their ally."
—Jim McCann, founder and CEO of 1-800-FLOWERS.COM "Highly readable and
entertaining. Make sure everybody in your ﬁrm reads this book by last Friday."
—Dror Pockard, CEO of eglue "In a time when most companies are built to ﬂip,
Peppers and Rogers have planted a stake in the ground to help you survive past the
next round of ﬁnancing or consumer fad. Knowing what rules to break is arguably
even more important than what laws to follow, and this book imparts knowledge for
both." —Guy Kawasaki, cofounder of Truemors and author of The Art of the Start
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"Peppers and Rogers have created the unthinkable: an enjoyable wake-up call! Their
book serves up one compelling and provocative idea after another, and the authors
enjoy debunking some of our most deeply ingrained business beliefs. Read this book
and your customers will thank you." —Dan Heath, coauthor of Made to Stick: Why
Some Ideas Survive and Others Die Healthcare Financial Management Journal
of the Healthcare Financial Management Association Some issues
accompanied by supplements. Uproot Healthcare Traﬀord Publishing If you
work anywhere in healthcare, Uproot Healthcare was written to you and about you. It
answers two constant nagging questions. [Why does the system I work for make it
hard to care for people? [What can I do to ﬁx my most critically ill patient healthcare? If you are not directly involved in healthcare, Uproot Healthcare was
written for you. The author can give you one guarantee: some day you will need
healthcare. When that day comes, you will want a system that provides error-free,
high quality care; that you can easily access; that we can all aﬀord; and that oﬀers
better outcomes tomorrow than it does today. Uproot Healthcare shows you how to
get involved so you can get what you need and want. Uproot Healthcare does not
oﬀer Waldman's answer, another ﬁx that fails, or some "solution" imposed on us
from above. It provides the foundation for a discussion on healthcare, to create a
national consensus, and for us to make healthcare work for everyone, not easily nor
quickly, but surely. The Culture Cycle How to Shape the Unseen Force that
Transforms Performance FT Press The contribution of culture to organizational
performance is substantial and quantiﬁable. In The Culture Cycle, renowned thought
leader James Heskett demonstrates how an eﬀective culture can account for 20-30%
of the diﬀerential in performance compared with "culturally unremarkable"
competitors. Drawing on decades of ﬁeld research and dozens of case studies,
Heskett introduces a powerful conceptual framework for managing culture, and
shows it at work in a real-world setting. Heskett's "culture cycle" identiﬁes causeand-eﬀect relationships that are crucial to shaping eﬀective cultures, and
demonstrates how to calculate culture's economic value through "Four Rs": referrals,
retention, returns to labor, and relationships. This book: Explains how culture
evolves, can be shaped and sustained, and serve as the organization's "internal
brand." Shows how culture can promote innovation and survival in tough times.
Guides leaders in linking culture to strategy and managing forces that challenge it.
Shows how to credibly quantify culture's impact on performance, productivity, and
proﬁts. Clariﬁes culture's unique role in mission-driven organizations. A follow-up to
the classic Corporate Culture and Performance (authored by Heskett and John
Kotter), this is the next indispensable book on organizational culture. "Heskett
(emer., Harvard Business School) provides an exhaustive examination of corporate
policies, practices, and behaviors in organizations." Summing Up: Recommended.
Reprinted with permission from CHOICE, copyright by the American Library
Association. Leveraging Lean in Ancillary Hospital Services Creating a Cost
Eﬀective, Standardized, High Quality, Patient-Focused Operation CRC Press
This book is part of a series of titles that are a spin-oﬀ of the Shingo Prize-winning
book Leveraging Lean in Healthcare: Transforming Your Enterprise into a High
Quality Patient Care Delivery System. Each book in the series focuses on a speciﬁc
aspect of healthcare that has demonstrated signiﬁcant process and quality
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improvements after a Lean International Directory of Company Histories Saint
James Press Multi-volume major reference work bringing together histories of
companies that are a leading inﬂuence in a particular industry or geographic
location. For students, job candidates, business executives, historians and investors.
Professionalism in Tomorrow's Healthcare System Towards Fulﬁlling the
ACGME Requirements for System-based Practice and Professionalism Univ
Publishing Group Inﬂuential Leadership Change Your Behavior, Change
Your Organization, Change Health Care Leaders make things happen. Inﬂuential
leaders go a step further by making a positive diﬀerence in organizations and in the
lives of people who both serve and are served by the organization. Inﬂuential leaders
perform at a higher level, are more productive, and achieve greater results than
other leaders with similar circumstances and resources. Inﬂuential Leadership
reveals: How good people skills--trust and accountability, not processes--can
strengthen the organization's pursuit of performance excellence How leaders and
staﬀ will change their behavior when they understand how it aﬀects the outcome of
their work, the lives of those around them, and the organization's performance How
self-aware, inﬂuential leaders are in a better position to collaborate and connect with
others and to lead the organization to success "Dr. Frisina's words get right to the
heart of what sets apart truly great leaders, and are a road map for the journey." -Lynn B. Wythe, RN, MSN, CNOR, director of nursing, Palmetto Health Baptist,
Columbia, South Carolina "The author exhibits a passion for leadership excellence. . .
. This book is a must for everyone entering into a leadership position, from the frontline manager to the CEO." --Philip K. Beauchamp, LFACHE, president and CEO (ret.),
Morton Plant Mease Healthcare, Inc., Clearwater, Florida "Chock full of examples and
self-assessment tools. . . . The powerful takeaways from each section form an
agenda for leading transformational change." --Laura Avakian, leadership consultant,
author, and past president of the American Society for Healthcare Human Resources
Administration "Dr. Frisina leverages a lifetime of observations and hard-earned
wisdom to give us a handful of guiding principles to make us all better leaders in our
professional and personal lives." --William R. Berry, MD, MPH, FACS, research
associate, Department of Health Policy and Management, Harvard School of Public
Health Sustained Improvement in Nursing Quality Hospital Performance on
NDNQI Indicators, 2007-2008 Edited by the same expert team who created the
initial 2007 volume (Transforming Nursing Data into Quality Care: Proﬁles of Quality
Improvement in U.S. Healthcare Facilities), this new book examines the experience
of hospitals participating in the National Database of Nursing Quality Indicators
(NDNQIr) in achieving sustained improvement in quality of care, this time with an
emphasis on achieving improvement in the nursing work environment. Nursing staﬀ
from thirteen well-performing facilities proﬁle their own improvement processes.
Emphasis is on the wide-ranging potential in the job satisfaction indicators that
comprise the NDNQIr RN Satisfaction Survey. The book also considers the broader
context of the NDNQINDNQIr program through the editors' introductory essay on key
NDNQINDNQIr concepts and an afterword by a health care economist, who examines
aspects of the costs and eﬀects of quality improvement. This book can stand alone
or be combined with the 2007 volume as an excellent reference guide for executives
of nursing and other healthcare staﬀ, researchers, NDNQINDNQIr site coordinators,
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quality improvement professionals, staﬀ nurses, and any healthcare professional
concerned with quality issues. It will prove invaluable to better understand the
ongoing contributions of nursing-sensitive indicators to contemporary health care.
American Book Publishing Record From Management to Leadership
Strategies for Transforming Health John Wiley & Sons From Management to
Leadership identiﬁes the fundamental interpersonal skills that every health care
leader (and aspiring leader) needs to develop in order to be a successful executive
or manager. The third edition of the classic text oﬀers suggestions for developing
and improving essential health care leadership skills. Written to be a practical guide,
the book presents concepts and skills that can be immediately applied to everyday
situations. Completely revised and updated, this edition includes new concepts and
resources based on the latest research and practices. Praise for the Third Edition of
From Management to Leadership "As leaders, we want engagement, commitment,
ownership, teamwork, and results. Jo Manion illuminates the interpersonal skills that
are pivotal. She provides the how in a way that's convincing, refreshing, mindstretching, and practical." —Wendy Leebov, EdD, president, Wendy Leebov and
Associates "This third edition continues the tradition of enumerating the incisive and
articulate response of leaders to the complexities of the age and of the necessary
recalibration of the leader's role. I encourage contemporary leaders to see this text
as a must have in their leadership library: I certainly have it in mine!" —Tim PorterO'Grady, DM, EdD, ScD(h), APRN, FAAN, senior partner, Tim Porter-O'Grady
Associates, Inc. and associate professor, College of Nursing and Health Innovation,
Arizona State University "Finally, a book that addresses the need for health care
leaders and aspiring leaders to be much more than good managers. This book gives
practical, concrete, and insightful strategies to becoming a great leader."
—Katherine W. Vestal, RN, PhD, FACHE, FAAN, president, Work Innovations LLC
Companion Web site: www.josseybass.com/go/manion Organization Diagnosis,
Design, and Transformation John Wiley & Sons Incorporated Whether
diagnosing the existing organization, designing or redesigning systems or leading
the transformation, this practical guide has the tools and advice that readers will
need to build a high performing organization. The second edition delves into the
latest advances in the Baldrige process, which helps drive organizations to be more
competitive and achieve performance excellence. Authors Latham and Vinyard strike
a balance between theoretical and practical approaches, emphasizing the impact of
the leader’s role in determining healthy directions for a changing organization.
Essential Chaplain Skill Sets Discovering Eﬀective Ways to Provide
Excellent Spiritual Care WestBow Press Chaplaincy is an active force in the
realm of ministry to a world that is hurting and needing a moment of empathy and
an encouraging word of hope. In Essential Chaplain Skill Sets, author Chaplain Keith
Evans lays the initial foundations of chaplaincy, its need, what it is, who can be a
chaplain, and further develops the cornerstone of skills employed in chaplaincy.
Essential Chaplain Skill Sets is an easy-to-read book that is full of practical tools and
resources that chaplains of all ministry settings and experience levels can quickly
utilize and master. The four main sections of the book are: 1) The Fundamentals: The
Why, What, Who, and How of Chaplaincy, 2) Understanding Spirituality and World
Faith Expressions, 3) Understanding Spiritual Needs Assessments, and 4) Bringing
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the Pieces Together. The fourth section is very practical. It includes eight real-life
‘verbatims’ of chaplain encounters. A list of additional questions have been included
at the end of each verbatim that allow readers (individual or in groups) to evaluate
how they may have conducted the encounter diﬀerently or not. "What you have with
"Essential Chaplain Skill Sets" is a pastoral practitioner's guide to proven skills
learned through compassionate care and competent practice. Keith is a pastoral
clinician sharing out of his own experience and doing his part to assist his pastoral
colleagues in congregational and clinical settings and building upon their own art of
pastoral care. He is a pragmatic realist and a patient teacher. Thank you, Keith, for
this good companion book for those of us on the journey of becoming better clinical
pastors." - Rev. Mark Hart, DMin,BCC, ACPE Supervisor, Director of Clinical Pastoral
Education, Baptist Health System, San Antonio, Texas" Evans draws from his indepth experience in law enforcement and trauma chaplaincy in creating this primer
for chaplains serving in any ministry setting. Evans covers key fundamental concepts
for any chaplain to become more eﬀective in their role, as well as discussing
spirituality and world faith expressions, and how to master spiritual need
assessments. He addresses what chaplains are, how they are engaged, what they
look like, and what the initial outcomes can be as a result of their employment. He
describes the importance of having well-meaning, devoted chaplains to help people
on their spiritual journeys. In Essential Chaplain Skill Sets, Evans shares wellrespected resources and learned lessons geared toward assisting any chaplain of
any faith background in any ministry setting. Leading Your Healthcare
Organization to Excellence A Guide to Using the Baldrige Criteria This is a
book about performance excellence, which uses the Baldrige criteria as a framework
for getting there. As Spath indicates, "the criteria stimulate organizational excellence
without being prescriptive." Perinatal Palliative Care Frontiers Media SA
Leadership and Medicine The American Baptist Woman Patients Beyond
Borders Everybody's Guide to Aﬀordable, World-Class Medical Travel
Healthy Travel Media More than ten million patients now travel abroad every year
for aﬀordable, high-quality healthcare. From Thailand's American-accredited
Bumrungrad International Hospital to Eric Clapton's Crossroads Center in Antigua to
Johns Hopkins International Medical Center in Singapore, health travelers now have
access to a full array of the world's safest, best choices in healthcare facilities and
physicians. Now in its third edition, Patients Beyond Borders remains the best-read,
most comprehensive, easy-to-understand guide to medical tourism, written by the
world's leading spokesperson on international health travel. This new edition of
Patients Beyond Borders lists the 25 top medical travel destinations, where patients
can choose from hundreds of hospitals and save 30-80 percent on medical
procedures, ranging from a comprehensive health check-up to heart work,
orthopedics, dental and cosmetic surgery, in vitro fertilization and more. The
Missionary Herald of the Baptist Missionary Society Customer Service in
Health Care A Grassroots Approach to Creating a Culture of Excellence
(AHA Press) Jossey-Bass Create Your Own Culture of Service Excellence Customer
Service in Health Care concentrates on action as opposed to theory. It oﬀers a
practical, step-by-step proces for creating a culture shift toward customer service
excellence at all levels of an organization, and presents the essentials to improving
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performance that will bring the individuals closer to the mission, values, and
standards. Andy & Me, Second Edition Crisis & Transformation on the Lean
Journey CRC Press Second Edition of a Shingo Prize Winner Based on the author's
personal experience with Toyota’s master teachers and with companies in the midst
of great change, Andy & Me: Crisis & Transformation on the Lean Journey, now in its
second edition, is a business novel set in a failing New Jersey auto plant focusing on
the tribulations of Tom Pappas, the plant manager. The situations, characters, and
plant politics will ring true with many readers. In a cool, readable style, this highly
popular work follows Tom's relationship with Andy Saito, a reclusive retired Toyota
guru whom Tom persuades to help save his plant through the teaching of the
legendary Toyota Production System (TPS). On this journey, the reader learns that
TPS is more than just a collection of tools; it entails a new way of thinking and
behaving. Though Tom ﬁnds success — both in his plant and in his personal life — he
learns from Andy that successful improvement is endless and eternal.This edition
includes study questions after each chapter to support your learning and help you
tell some of your own stories. Pascal Dennis discusses the 2nd edition of his Shingo
Prize-winning book Andy & Me.
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