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2005 ACHE Book of the Year. The 9 1/2 principles in this highly personal and refreshingly written book will
help any hospital team gain the extraordinary competitive advantage that comes from being seen as "the
best" by their own employees, consumers, and community. It takes profound knowledge, not usually taught
in business schools, to create and maintain an environment where people feel they are working with friends
who share a common dream of making patients and communities their loyal fans - a place where: Employees
say, "I love to work here." Managers say, "I love the people I work with." Caregivers say, "I love our
patients." Patients and families say, "We love this hospital." Loyalty is an organization's best source of long-
term strategic advantage. But unlike traditional service organizations, Disney does not provide a service.
Neither does your hospital. They both provide an "experience". Disney is the premier example of this newly
evolved economic category, and hospitals would do well to emulate the most vital things that earn Disney
the love of their guests and employees. Like his popular seminars, in these pages Fred Lee addresses the
vexing reality that most of our approaches to patient satisfaction will not lead to patient loyalty. He takes aim
at service excellence initiatives, quality and performance improvement efforts, and patient satisfaction
surveys, dispelling some of our most cherished beliefs about loyalty and leadership. This captivating book,
filled with stories and examples, will leave its readers inspired with fresh insights and energized with hope. It
needs to be in every hospital manager's library and required reading in every health care leadership
curriculum. If you have wondered why so much of what is done in the name of service excellence in health
care has not lived up to its promise, this book is for you.
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From reader reviews:

Deanna Ratliff:

Nowadays reading books are more than want or need but also get a life style. This reading habit give you lot
of advantages. The huge benefits you got of course the knowledge even the information inside the book that
improve your knowledge and information. The knowledge you get based on what kind of publication you
read, if you want get more knowledge just go with education books but if you want truly feel happy read one
together with theme for entertaining for example comic or novel. Often the If Disney Ran Your Hospital: 9
1/2 Things You Would Do Differently is kind of e-book which is giving the reader unforeseen experience.

Della Richardson:

The reason? Because this If Disney Ran Your Hospital: 9 1/2 Things You Would Do Differently is an
unordinary book that the inside of the book waiting for you to snap that but latter it will shock you with the
secret the idea inside. Reading this book alongside it was fantastic author who all write the book in such
remarkable way makes the content on the inside easier to understand, entertaining method but still convey
the meaning entirely. So , it is good for you because of not hesitating having this anymore or you going to
regret it. This book will give you a lot of rewards than the other book have such as help improving your
ability and your critical thinking approach. So , still want to hold up having that book? If I have been you I
will go to the publication store hurriedly.

Francisco London:

Reading can called brain hangout, why? Because if you find yourself reading a book particularly book
entitled If Disney Ran Your Hospital: 9 1/2 Things You Would Do Differently your brain will drift away
trough every dimension, wandering in every single aspect that maybe unidentified for but surely will end up
your mind friends. Imaging just about every word written in a guide then become one application form
conclusion and explanation which maybe you never get just before. The If Disney Ran Your Hospital: 9 1/2
Things You Would Do Differently giving you one more experience more than blown away your brain but
also giving you useful information for your better life in this era. So now let us demonstrate the relaxing
pattern is your body and mind are going to be pleased when you are finished reading through it, like winning
a game. Do you want to try this extraordinary wasting spare time activity?

William Holmes:

The book untitled If Disney Ran Your Hospital: 9 1/2 Things You Would Do Differently contain a lot of
information on this. The writer explains your girlfriend idea with easy method. The language is very
straightforward all the people, so do not worry, you can easy to read this. The book was authored by famous
author. The author will bring you in the new period of literary works. You can easily read this book because
you can please read on your smart phone, or gadget, so you can read the book within anywhere and anytime.
If you want to buy the e-book, you can open their official web-site as well as order it. Have a nice examine.
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