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Special Features.
The healthcare environment is in flux. On the one hand, doctors are being
driven into ever larger group practices by increasing regulatory and
administrative burdens and the need for greater negotiating power. At
the same time, growing infrastructure costs and the threat of payment
reform is pushing them into closer alignment with hospital systems. This
rapidly changing environment requires a more sophisticated set of
leadership skills. This book introduces a unique and practical coaching
style as a way of interacting with colleagues, managing direct-reports,
helping others solve problems, responding to change, making effective
choices and developing professionally. It draws from four evidence-based
models for interacting with others and facilitating change - solutionfocused therapy, cognitive-behavioral therapy, motivational interviewing,
and transactional analysis – and reframes them so that they are
congruent with managerial and leadership terminology and provide a
practical set of methods and tools for today’s healthcare leader.
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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.
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A proven working model of healthcare IT as a transformative clinical and
business engine—from one of the world’s leading healthcare
organizations Exciting new technology is revolutionizing healthcare in the
twenty-first century. This visionary guide by Cleveland Clinic’s esteemed
CIO shows you how to design, implement, and maximize your
organization’s IT systems to deliver fully integrated, coordinated, highquality care. You’ll learn how to: • Collaborate with patients: Track and
monitor patients’ progress and communicate with them any time,
anywhere. • Coordinate multiple caregivers and care teams: Build a
network of communication among healthcare professionals across
disciplines in different locations who are working on a single patient
case; and integrate various IT systems into a fully functioning network. •
Optimize electronic medical records: Quickly pull up and share patient
histories, test results, and other essential data to provide timely care;
and expand real-time access to clinical data and research. • Use IT for
competitive advantage: Enable live chats, virtual visits, and online
second opinions; create a content-rich, user-friendly website; build a
social media strategy that engages patients and caregivers alike. Using
the latest advancements in IT, you’ll be able to access and apply a wide
range of online tools and field-tested strategies to any organization. Go
behind the scenes at Clinic Cleveland to see how caregivers executed
their IT strategy in a working environment—and how patients benefitted
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as a result. You’ll find simple but powerful ways to expand your IT
network and provide personal, one-on-one care to all of your patients,
anywhere in the world. By connecting your patients with caregivers—and
caregivers with each other—you’ll be better equipped to diagnose
conditions, recommend treatments, and monitor patients in ways that
weren’t even possible 10 years ago. And you’ll see a vision of where IT is
headed in the Internet of Healthcare. This is the future of healthcare. It’s
on your computer, your phone, your tablet, your network, and the world
wide web. It’s the IT advantage that makes organizations like Cleveland
Clinic so successful—and patients healthier and happier. It’s about time.
IT’s About Patient Care.
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
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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.
Includes a new Afterword by the Author What accounts for our
remarkable ability to get inside another person's head--to know what he
or she is thinking and feeling? Marco Iacoboni, a leading neuroscientist,
explains the groundbreaking research into mirror neurons, the "smart
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cells" in our brain that allow us to understand others. From imitation to
morality, from political affiliations to consumer choices, mirror neurons
are relevant to myriad aspects of social cognition. Mirroring People is the
first book for the general reader on this revolutionary new science.
Filled with the collective wisdom and experience of surgeons at the
busiest department of colorectal surgery in the world, Cleveland Clinic
Illustrated Tips and Tricks in Colon and Rectal Surgery walks you step by
step through each procedure, with pointers given along the way as if
from a trusted mentor. You’ll find a unique collection of insight and
personal clinical experience in dealing with challenging and unusual
situations—tips and techniques you can use when faced with similar
circumstances in the operating room.
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 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,
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clinicians, staff, and patients, as well as observing hundreds of clinicianpatient 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.
Feedback Toolkit
Real-Life Responses to Patients' 101 Most Common Complaints About
Health Care
A Guide to Improve Patient Experience and Clinical Outcomes
Physician Communication
Helping Physicians Improve Care, Satisfaction, and Scores
The Story of the Cleveland Clinic
The Science of Empathy and How We Connect with Others
The Peril of Expertise and the Promise of Breaking Down Barriers
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The Path to Continuously Learning Health Care in America
16 Tools for Better Communication in the Workplace, Second Edition
Communication Rx: Transforming Healthcare Through RelationshipCentered Communication
Best Care at Lower Cost
Encyclopedia of Healthcare Information Systems
Teamwork is essential to improving the quality of patient care and reducing medical errors
and injuries. But how does teamwork really function? And what are the barriers that
sometimes prevent smart, well-intentioned people from building and sustaining effective
teams? Collaborative Caring takes an unusual approach to the topic of teamwork. Editors
Suzanne Gordon, David L. Feldman, MD, and Michael Leonard, MD, have gathered fifty
engaging first-person narratives provided by people from various health care professions.
Each story vividly portrays a different dimension of teamwork, capturing the
complexity—and sometimes messiness—of moving from theory to practice when it comes to
creating genuine teams in health care. The stories help us understand what it means to be a
team leader and an assertive team member. They vividly depict how patients are left out of
or included on the team and what it means to bring teamwork training into a particular
workplace. Exploring issues like psychological safety, patient advocacy, barriers to
teamwork, and the kinds of institutional and organizational efforts that remove such
barriers, the health care professionals who speak in this book ultimately have one consistent
message: teamwork makes patient care safer and health care careers more satisfying.
These stories are an invaluable tool for those moving toward genuine interprofessional and
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intraprofessional teamwork.
Why is it that some businesses seem to get it when it comes to customer experience, while
others miss it completely? The same could be said of medical practices. Doctors are
constantly looking for new ways to improve their practices. The problem is they're often
looking in the wrong places. Beyond Bedside Manner guides the practice to redefine the
doctor-patient relationship in ways that create much more value for the doctor, the patient,
and the practice. With insights gained across 3 decades of working with practices across
many specialties, author Shareef Mahdavi shows the way to build the modern practice
based on creating a memorable patient experience on par with our best customer
experiences.
Care and support affects a large number of people: eight out of 10 people aged 65 will need
some care and support in their later years; some people have impairments from birth or
develop them during their working life; some 5 million people care for a friend or relative,
some for more than 50 hours a week. The current system does not offer enough support
until a crisis point is reached, the quality of care is variable and inconsistent, and the
growing and ageing population is only going to increase the pressure. Consequently, two
core principles lie at the heart of this White Paper. The first is that individuals, communities
and Government should do everything possible to prevent, postpone and minimise people's
need for formal care and support. The system should be built around the promotion of
people's independence and well-being. The second principle is that people should be in
control of their own care and support, with personal budgets and direct payments, backed
by clear, comparable information and advice that will allow individuals and their carers to
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make the choices that are right for them. This paper sets out the principles and approach,
with sections covering: strengthening support within communities; housing; better
information and advice; assessment, eligibility and portability for people who use care
services; carers' support; defining high-quality care; improving quality; keeping people safe;
a better local care market; workforce; personalised care and support; integration and joinedup care.
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 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
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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, 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 mustread 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
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General Electric Company
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
Unlock the secret to groundbreaking innovation with this game-changing guide Innovation
means putting ideas to work. It is a discipline that can be learned, practiced, and leveraged
to propel meaningful transformation and sustainable success, and it is proving to be the
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margin of difference in the largest concentrated sector of our economy: healthcare. This is
where the stakes may be highest because the transcendent ideas that come from the
patient bedside or laboratory bench don’t just translate to a bottom line, they improve and
extend human life. Since its inception in 1921, Cleveland Clinic has been at the forefront of
life-saving innovations in healthcare, pioneering a new model of care, advancing surgical
techniques, and developing cutting-edge medical technologies. It has revolutionized the
industry with a proven and tested working model for mission-driven, results-oriented
success—one that is applicable to industries beyond healthcare. In Innovation the Cleveland
Clinic Way, Thomas J. Graham, MD, describes the Clinic’s unique approach. Learn: • How to
align the innovation strategy with your organization’s mission • How to identify your
organization’s innovation assets and put them to work • How to foster collaboration within
and across teams to spark creative ideation • The process of taking “napkin ideas” through
successful commercialization • The most common innovation pitfalls and how to avoid and
address them • Cleveland Clinic’s 10 commandments of innovation and the six degrees of
innovation Packed with enterprising solutions and inspiring examples, this practical guide
will equip any individual or institution seeking to affect purposeful transformation. Use these
best practices to put ideas to work and turn yours into a high-innovation organization.
Thomas J. Graham, MD, is the Chief Innovation Officer of Cleveland Clinic and Vice Chairman
of Orthopedic Surgery. A prolific inventor with nearly 50 worldwide patents and a serial
entrepreneur, he is a renowned orthopaedic surgeon whose practice is the premier
destination for the care of the professional athlete’s hand and wrist. He is regularly
recognized as one of “America’s Best Doctors.”
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Communication skills determine how the world perceives us - and how we perceive the
world. Communication is at the heart of who we are and all that we do. As a clinician, your
communication impacts how you take care of patients, work with colleagues, teach trainees,
and engage audiences and the public. Communication encompasses all aspects of human
skills, from listening and clearly articulating thoughts to an awareness of physical gestures,
specific word choice, tone, and volume. Whether engaging with patients, peers, care teams,
family members, residents, researchers, insurance agencies, management, or journalists,
successful communication requires focusing on the importance of the relationship and the
mission of each interaction. Today, due to the rise of digital technologies including electronic
medical records, online forums, and video conferences, the content of information, the
platform, and the audience are continuously changing and expanding for physicians. There
is a great need in the physician community to learn how to facilitate the exchange of
information, provide psychosocial support, partake in shared-decision making, translate
complex information, and resolve controversies with sound science in a variety of settings.
Addressing physicians at every level of training and practice, Physician Communication:
Connecting with Patients, Peers, and the Public will enable providers to examine, analyse,
and improve their skills in the art and science of communication. Divided into four sections:
Face-to-face Communications; Digital Communications;Public Speaking; and Traditional
Media, this book will help physicians navigate various situations using different methods and
modes of communication.
This book is a reference guide for healthcare executives and technology providers involved
in the ongoing digital transformation of the healthcare sector. The book focuses specifically
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on the challenges and opportunities for health systems in their journey toward a digital
future. It draws from proprietary research and public information, along with interviews with
over one hundred and fifty executives in leading health systems such as Cleveland Clinic,
Partners, Mayo, Kaiser, and Intermountain as well as numerous technology and retail
providers. The authors explore the important role of technology and that of EHR systems,
digital health innovators, and big tech firms in the ongoing digital transformation of
healthcare. Importantly, the book draws on the accelerated learnings of the healthcare
sector during the COVID-19 pandemic in their digital transformation efforts to adopt
telehealth and virtual care models. Features of this book: Provides an understanding of the
current state of digital transformation and the factors influencing the ongoing
transformation of the healthcare sector. Includes interviews with executives from leading
health systems. Describes the important role of emerging technologies; EHR systems, digital
health innovators, and more. Includes case studies from innovative health organizations.
Provides a set of templates and frameworks for developing and implementing a digital
roadmap. Based on best practices from real-life examples, the book is a guidebook that
provides a set of templates and frameworks for digital transformation practitioners in
healthcare.
Communication Skills for Nurses
Healthcare Digital Transformation
An Insider's Handbook for Getting the Best Treatment
Collaborative Caring
Zero Harm: How to Achieve Patient and Workforce Safety in Healthcare
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The Cleveland Clinic Way: Lessons in Excellence from One of the World's Leading Health
Care Organizations
Voices of Innovation
Connecting Patients, Peers and the Public
The Content Analysis Guidebook
Evaluation of the Department of Veterans Affairs Mental Health Services
The CG CAHPS Handbook
Stories and Reflections on Teamwork in Health Care
IT's About Patient Care: Transforming Healthcare Information Technology the Cleveland
Clinic Way

Content analysis is one of the most important but complex
research methodologies in the social sciences. In this
thoroughly updated Second Edition of The Content Analysis
Guidebook, author Kimberly Neuendorf provides an accessible
core text for upper-level undergraduates and graduate
students across the social sciences. Comprising step-by-step
instructions and practical advice, this text unravels the
complicated aspects of content analysis.
This book explores the benefits of digital patient
engagement, from the perspectives of physicians, providers,
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and others in the healthcare system, and discusses what is
working well in this new, digitally-empowered collaborative
environment. Chapters present the changing landscape of
patient engagement, starting with the impact of new payment
models and Meaningful Use requirements, and the effects of
patient engagement on patient safety, quality and outcomes,
effective communications, and self-service transactions. The
book explores social media and mobile as tools, presents
guidance on privacy and security challenges, and provides
helpful advice on how providers can get started. Vignettes
and 23 case studies showcase the impact of patient
engagement from a wide variety of settings, from large
providers to small practices, and traditional medical
clinics to eTherapy practices.
An award-winning columnist and journalist describes how
businesses that structure their teams into functional
departments, or "silos," actually hinder work, cripple
innovation, restrict thinking and force normally smart
people to ignore risks and opportunities. -Page 17/36
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This book demonstrates how to successfully manage and lead
healthcare institutions by employing the logic of business
model innovation to gain competitive advantages. Since clerklike routines in professional organizations tend to overlook
patient and service-centered healthcare solutions, it
challenges the view that competition and collaboration in
the healthcare sector should not only incorporate single-end
services, therapies or diagnosis related groups. Moreover,
the authors focus on holistic business models, which place
greater emphasis on customer needs and put customers and
patients first. The holistic business models approach
addresses topics such as business operations,
competitiveness, strategic business objectives,
opportunities and threats, critical success factors and key
performance indicators.The contributions cover various
aspects of service business innovation such as reconfiguring
the hospital business model in healthcare delivery,
essential characteristics of service business model
innovation in healthcare, guided business modeling and
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analysis for business professionals, patient-driven service
delivery models in healthcare, and continuous and cocreative business model creation. All of the contributions
introduce business models and strategies, process
innovations, and toolkits that can be applied at the
managerial level, ensuring the book will be of interest to
healthcare professionals, hospital managers and consultants,
as well as scholars, whose focus is on improving valuegenerating and competitive business architectures in the
healthcare sector.
The proven prescription for powerful business communication
Sending an email plagued with typos. Rushing through a
presentation. Never saying “no.” Under-dressing for a
company event. What do these all have in common? Bad
messaging. The Communication Clinic is a comprehensive,
commonsense guide to getting the job of your dreams and
presenting yourself in the best light through your writing,
speaking, body language, and overall appearance. In no time,
you’ll begin recognizing the subtle mistakes that are
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holding you back, and taking steps to overcome them. The
Communication Clinic provides the proven prescription for: •
Writing effective emails • Developing a professional
presence • Mastering verbal and nonverbal communication •
Using social media for career success • Designing and
delivering powerful presentations • Being assertive (but not
aggressive) in person and online • Managing conflict
Business interactions are increasingly done over digital
platforms and across traditional boundaries. Never has clear
communication been more critical. Unskilled communicators
can create awkward situations, negatively affect business
profitability, and even end their own careers with a few
poorly chosen keystrokes. Consult The Communication Clinic
and you’ll show everyone that you understand your job, that
you care about your career, and that you work well with
others —all of which come across loud and clear through
effective communication.
Everyone needs to become a smart patient. In fact, in the
worst cases, your life may even depend on it. Number one
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bestselling authors and doctors Michael Roizen and Mehmet Oz
have written this indispensable handbook to help everyone to
get the best health care possible -- by making everyone into
their own medical detective. Witty, playful, at times
offbeat, but always authoritative, You: The Smart Patient
shows you how to become your own medical sleuth, tracing
your medical family tree and wending your way through the
pitfalls of any health care situation. Written in
conjunction with the health care community's leading
oversight group, The Joint Commission, the book shows
readers in clear, easy steps how to take control of their
own health care and deal with all matters that may come up
when facing a medical case: from choosing the right doctor,
hospital, and insurance company to navigating prescription
drugs, specialists, treatment options, alternative medicine,
pain management, or any problem that might arise.
Accessible, humorous, and filled with information that you
need, You: The Smart Patient is a book for every patient and
all those dealing with a loved one's medical issues.
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Healthcare, a vital industry that touches most of us in our
lives, faces major challenges in demographics, technology,
and finance. Longer life expectancy and an aging population,
technological advancements that keep people younger and
healthier, and financial issues area constant strain on
healthcare organizations' resources and management. Focusing
on the organization's ability to improve access, quality,
and value of care to the patient may present possible
solutions to these challenges. The Encyclopedia of
Healthcare Information Systems provides an extensive and
rich compilation of international research, discussing the
use, adoption, design, and diffusion of information
communication technologies (ICTs) in healthcare, including
the role of ICTs in the future of healthcare delivery;
access, quality, and value of healthcare; nature and
evaluation of medical technologies; ethics and social
implications; and medical information management.
A proven prescription for effective communication that will
empower health professionals to deliver the highest quality
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care?from the Academy of Communication in Healthcare
Research shows that nothing impacts patient experiences more
than the quality of communication. While beneficial, the
latest in cutting-edge technology and techniques aren’t
enough to ensure the best possible care for patients. The
key to better healthcare outcomes is communication. Over the
past four decades, the Academy of Communication in
Healthcare has worked tirelessly with health systems,
teaching communication skills that put relationships—between
patients and providers, as well as among providers—at the
center of care. Now, for the first time, ACH’s proven and
effective methodology is detailed in this invaluable step-bystep guide. You’ll learn communication skills that will
enable you to: * Provide more accurate diagnoses and
effective treatments—and improve patient outcomes * Boost
patient adherence and lower hospital readmission rates *
Make fewer errors and reduce malpractice risks * Increase
patient satisfaction and build teamwork among providers *
Further develop your communication skill set—and help others
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do the same In this practical—and potentially lifesaving—volume, you’ll discover special sections on teamwork,
coaching, shared decision-making, feedback, conflict
engagement, diversity, and communicating through hierarchy.
The book also provides institutional initiatives to help you
implement change in your organization and outlines a fieldtested blueprint for healthier communication across the
entire industry. To create effective communication and
meaningful connections in healthcare, trust ACH.
Communication is literally its middle name.
I'm Sorry to Hear That...
Insights on Perfecting the Patient Experience
Collection Assessment
How Artificial Intelligence Can Make Healthcare Human Again
The Cleveland Clinic Cardiology Board Review
To Act As a Unit
The Future of the Public's Health in the 21st Century
Fulfilling the Promise of Information Technology in
Healthcare
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The Patient Experience
Engage!
reforming care and support
Cleveland Clinic Illustrated Tips and Tricks in Colon and
Rectal Surgery
The Importance of Care, Communication, and Compassion in the
Hospital Room
Critical Conversations in Healthcare, Second Edition, provides scripts and scenarios
to facilitate better, more effective communication in healthcare settings. Chapters
feature do’s and don’ts, reflective questions, and practical tools to help you improve
your on-the-job interactions. Whether you are a new nurse at the bedside or the CEO
of a major healthcare facility, this fully revised second edition will show you how to: ·
Work with frustrated families, angry physicians, and uncooperative colleagues · Deal
with gossip, harassment, and other tough topics · Successfully address workloads,
management styles, and other tricky subjects · Improve the patient experience ·
Overcome conversation traps
Are you ready for CG CAHPS? Just as Studer Group helps organizations we coach to
outperform and outpace the nation in HCAHPS, we bring the same expertise to CG
CAHPS. The CG CAHPS Handbook is your guide to improved patient experience and
clinical outcomes. Gain tools and tactics to consistently deliver on what matters most
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to patients and their families.
We can all point to random examples of innovation inside of healthcare information
technology, but few repeatable processes exist that make innovation more routine
than happenstance. How do you create and sustain a culture of innovation? What are
the best practices you can refine and embed as part of your organization's DNA?
What are the potential outcomes for robust healthcare transformation when we get
this innovation mystery solved? Loaded with numerous case studies and stories of
successful innovation projects, this book helps the reader understand how to
leverage innovation to help fulfill the promise of healthcare information technology in
enabling superior business and clinical outcomes.
For patients and their loved ones, no care decisions are more profound than those
made near the end of life. Unfortunately, the experience of dying in the United States
is often characterized by fragmented care, inadequate treatment of distressing
symptoms, frequent transitions among care settings, and enormous care
responsibilities for families. According to this report, the current health care system
of rendering more intensive services than are necessary and desired by patients, and
the lack of coordination among programs increases risks to patients and creates
avoidable burdens on them and their families. Dying in America is a study of the
current state of health care for persons of all ages who are nearing the end of life.
Death is not a strictly medical event. Ideally, health care for those nearing the end of
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life harmonizes with social, psychological, and spiritual support. All people with
advanced illnesses who may be approaching the end of life are entitled to access to
high-quality, compassionate, evidence-based care, consistent with their wishes.
Dying in America evaluates strategies to integrate care into a person- and familycentered, team-based framework, and makes recommendations to create a system
that coordinates care and supports and respects the choices of patients and their
families. The findings and recommendations of this report will address the needs of
patients and their families and assist policy makers, clinicians and their educational
and credentialing bodies, leaders of health care delivery and financing organizations,
researchers, public and private funders, religious and community leaders, advocates
of better care, journalists, and the public to provide the best care possible for people
nearing the end of life.
Approximately 4 million U.S. service members took part in the wars in Afghanistan
and Iraq. Shortly after troops started returning from their deployments, some activeduty service members and veterans began experiencing mental health problems.
Given the stressors associated with war, it is not surprising that some service
members developed such mental health conditions as posttraumatic stress disorder,
depression, and substance use disorder. Subsequent epidemiologic studies
conducted on military and veteran populations that served in the operations in
Afghanistan and Iraq provided scientific evidence that those who fought were in fact
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being diagnosed with mental illnesses and experiencing mental healthâ€"related
outcomesâ€"in particular, suicideâ€"at a higher rate than the general population.
This report provides a comprehensive assessment of the quality, capacity, and
access to mental health care services for veterans who served in the Armed Forces in
Operation Enduring Freedom/Operation Iraqi Freedom/Operation New Dawn. It
includes an analysis of not only the quality and capacity of mental health care
services within the Department of Veterans Affairs, but also barriers faced by
patients in utilizing those services.
From the nation’s leading experts in healthcare safety—the first comprehensive
guide to delivering care that ensures the safety of patients and staff alike. One of the
primary tenets among healthcare professionals is, “First, do no harm.” Achieving this
goal means ensuring the safety of both patient and caregiver. Every year in the
United States alone, an estimated 4.8 million hospital patients suffer serious harm
that is preventable. To address this industry-wide problem—and provide evidencebased solutions—a team of award-winning safety specialists from Press
Ganey/Healthcare Performance Improvement have applied their decades of
experience and research to the subject of patient and workforce safety. Their mission
is to achieve zero harm in the healthcare industry, a lofty goal that some hospitals
have already accomplished—which you can, too. Combining the latest advances in
safety science, data technology, and high reliability solutions, this step-by-step guide
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shows you how to implement 6 simple principles in your workplace. 1. Commit to the
goal of zero harm.2. Become more patient-centric.3. Recognize the interdependency
of safety, quality, and patient-centricity.4. Adopt good data and analytics.5.
Transform culture and leadership.6. Focus on accountability and execution. In Zero
Harm, the world’s leading safety experts share practical, day-to-day solutions that
combine the latest tools and technologies in healthcare today with the best safety
practices from high-risk, yet high-reliability industries, such as aviation, nuclear
power, and the United States military. Using these field-tested methods, you can
develop new leadership initiatives, educate workers on the universal skills that can
save lives, organize and train safety action teams, implement reliability management
systems, and create long-term, transformational change. You’ll read case studies and
success stories from your industry colleagues—and discover the most effective ways
to utilize patient data, information sharing, and other up-to-the-minute technologies.
It’s a complete workplace-ready program that’s proven to reduce preventable errors
and produce measurable results—by putting the patient, and safety, first.
This book provides expert guidance on using feedback as a performance
improvement tool. It includes many simple tools readers can use to improve
feedback in their work unit. The book suggests that feedback works best when the
giver and receiver realize that they are in a dance together.
The Cleveland Clinic Cardiology Board Review, 2nd Edition continues to offer
Page 29/36

Download Free Communication The Cleveland Clinic Way: How To Drive A
Relationship Centered Strategy For Exceptional Patient Experience
thorough preparation for board certification and recertification exams in cardiology. It
is written by distinguished clinicians from the Cleveland Clinic Foundation's
Department of Cardiovascular Medicine and based on the Cleveland Clinic
Foundation's popular annual Intensive Review of Cardiology course. The book
provides a comprehensive, state-of-the-art review of every area of contemporary
cardiovascular medicine. Emphasis is on board relevant clinical material and
accurate real-world clinical decision making. More than 500 illustrations and
numerous tables facilitate quick review. Board-format questions with answers and
explanations appear at the end of each chapter. Plus, with this edition you have
access to an online companion website with fully searchable text and a question
bank for access to the content anytime, anywhere.
Transforming Healthcare Through Digital Patient Engagement
Improving Quality and Honoring Individual Preferences Near the End of Life
Deep Medicine
The Art and Science of Coaching Conversations for Healthcare Professionals
YOU: The Smart Patient
Scripts & Techniquest for Effective Interprofessional & Patient Communication
Management Lessons from Mayo Clinic: Inside One of the World’s Most Admired
Service Organizations
Communication the Cleveland Clinic Way: How to Drive a Relationship-Centered
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Strategy for Exceptional Patient Experience
Mirroring People
How Consumerism, Technology and Pandemic are Accelerating the Future
Beyond Bedside Manner
Service Fanatics: How to Build Superior Patient Experience the Cleveland Clinic Way
How to Achieve Patient and Workforce Safety in Healthcare
The anthrax incidents following the 9/11 terrorist attacks put the spotlight on the
nation's public health agencies, placing it under an unprecedented scrutiny that
added new dimensions to the complex issues considered in this report. The
Future of the Public's Health in the 21st Century reaffirms the vision of Healthy
People 2010, and outlines a systems approach to assuring the nation's health in
practice, research, and policy. This approach focuses on joining the unique
resources and perspectives of diverse sectors and entities and challenges these
groups to work in a concerted, strategic way to promote and protect the public's
health. Focusing on diverse partnerships as the framework for public health, the
book discusses: The need for a shift from an individual to a population-based
approach in practice, research, policy, and community engagement. The status
of the governmental public health infrastructure and what needs to be improved,
including its interface with the health care delivery system. The roles
nongovernment actors, such as academia, business, local communities and the
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media can play in creating a healthy nation. Providing an accessible analysis,
this book will be important to public health policy-makers and practitioners,
business and community leaders, health advocates, educators and journalists.
America's health care system has become too complex and costly to continue
business as usual. Best Care at Lower Cost explains that inefficiencies, an
overwhelming amount of data, and other economic and quality barriers hinder
progress in improving health and threaten the nation's economic stability and
global competitiveness. According to this report, the knowledge and tools exist
to put the health system on the right course to achieve continuous improvement
and better quality care at a lower cost. The costs of the system's current
inefficiency underscore the urgent need for a systemwide transformation. About
30 percent of health spending in 2009--roughly $750 billion--was wasted on
unnecessary services, excessive administrative costs, fraud, and other
problems. Moreover, inefficiencies cause needless suffering. By one estimate,
roughly 75,000 deaths might have been averted in 2005 if every state had
delivered care at the quality level of the best performing state. This report states
that the way health care providers currently train, practice, and learn new
information cannot keep pace with the flood of research discoveries and
technological advances. About 75 million Americans have more than one chronic
condition, requiring coordination among multiple specialists and therapies,
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which can increase the potential for miscommunication, misdiagnosis,
potentially conflicting interventions, and dangerous drug interactions. Best Care
at Lower Cost emphasizes that a better use of data is a critical element of a
continuously improving health system, such as mobile technologies and
electronic health records that offer significant potential to capture and share
health data better. In order for this to occur, the National Coordinator for Health
Information Technology, IT developers, and standard-setting organizations
should ensure that these systems are robust and interoperable. Clinicians and
care organizations should fully adopt these technologies, and patients should be
encouraged to use tools, such as personal health information portals, to actively
engage in their care. This book is a call to action that will guide health care
providers; administrators; caregivers; policy makers; health professionals;
federal, state, and local government agencies; private and public health
organizations; and educational institutions.
From the patient's perspective, a complaint about healthcare or service is an
urgent statement of fact. "I am here where I 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 I be sure I 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
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patient's confidence in you and your organization.
One of America's top doctors reveals how AI will empower physicians and
revolutionize patient care Medicine has become inhuman, to disastrous effect.
The doctor-patient relationship--the heart of medicine--is broken: doctors are too
distracted and overwhelmed to truly connect with their patients, and medical
errors and misdiagnoses abound. In Deep Medicine, leading physician Eric Topol
reveals how artificial intelligence can help. AI has the potential to transform
everything doctors do, from notetaking and medical scans to diagnosis and
treatment, greatly cutting down the cost of medicine and reducing human
mortality. By freeing physicians from the tasks that interfere with human
connection, AI will create space for the real healing that takes place between a
doctor who can listen and a patient who needs to be heard. Innovative,
provocative, and hopeful, Deep Medicine shows us how the awesome power of AI
can make medicine better, for all the humans involved.
Put relationship-centered communication at the forefront of care Today,
physicians face a hypercompetitive marketplace in which they must meet unique
and complex patient needs as efficiently as possible. But in a culture prioritizing
clinical outcomes above all, there can be a tendency to lose sight of one of the
most critical aspects of providing effective care: the communication skills that
build and foster physician-patient relationships. Studies have shown that good
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communication between doctors and patients and among all caregivers who
interface with patients directly results in better clinical outcomes, reduced costs,
greater patient satisfaction, and lower rates of physician burnout. In
Communication the Cleveland Clinic Way, Dr. Adrienne Boissy and her team tell
the story of how Cleveland Clinic created and applied the R.E.D.E. to
Communicate: Foundations of Healthcare program, making the world-renowned
hospital system a leader in relationship-centered care. They provide a step-bystep guide for healthcare leaders and decision-makers to design, develop, and
implement communication skills training in their own institutions. Learn how to:
• Craft an effective, colleague-supported communication skills program to
include veteran physicians, residents, and medical students • Leverage creative
program design and data transparency to engage and facilitate staff physicians
and advanced care providers • Identify common misperceptions and myths in
healthcare communication and respond to them successfully • Cultivate a true
sense of empathy—with patients and fellow caregivers alike—while maintaining
professionalism In a field where difficult conversations and stressful
relationships are commonplace, clinicians need a structured approach to enable
them to deliver the best care possible. Communication the Cleveland Clinic Way
is the blueprint for establishing a relationship-centered program that will improve
patient experience, reinvigorate doctors’ passion for their work, and elevate any
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organization.
Coaching as a Leadership Style
Service Business Model Innovation in Healthcare and Hospital Management
Caring for our future
The Communication Clinic: 99 Proven Cures for the Most Common Business
Mistakes
Models, Strategies, Tools
The Best Patient Experience
The Silo Effect
Critical Conversations in Healthcare, Second Edition
Dying in America
Innovation the Cleveland Clinic Way: Powering Transformation by Putting Ideas
to Work
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