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Americans enjoy the finest healthcare delivery system in the world, but most
people will tell you that we still have a long way to go. Far too frequently,
patients leave the doctor's office or hospital feeling confused, angry, or
neglected. Healthcare leaders recognize this problem, but in their focus on
patients (and sometimes financials), they often overlook the true key to lasting
patient loyalty and satisfaction: their employees.

Patients Come Second shakes up the traditional healthcare model, arguing that in
order to care for and retain patients, leaders must first create exceptional teams
and find ways to engage nurses, administrative staff, physicians, supervisors, and
even housekeeping staff and switchboard operators. By connecting employees'
work with a higher purpose and equipping them with the tools to become leaders
themselves, patient care can be dramatically transformed. And with continuing
healthcare changes on the horizon and ever-rising pressure to acquire and keep
patients, doing so now is more important than ever.

Britt Berrett, president of an 898-bed hospital, and Paul Spiegelman, founder and
CEO of a successful patient-experience company, are the perfect guides to the
changes needed in healthcare leadership. With a rich combined experience in
their field, they have filled each chapter with an abundance of engaging,
insightful stories and write with a humor and friendliness that balances and
enhances the urgency of their message.
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Americans enjoy the finest healthcare delivery system in the world, but most people will tell you that we still
have a long way to go. Far too frequently, patients leave the doctor's office or hospital feeling confused,
angry, or neglected. Healthcare leaders recognize this problem, but in their focus on patients (and sometimes
financials), they often overlook the true key to lasting patient loyalty and satisfaction: their employees.

Patients Come Second shakes up the traditional healthcare model, arguing that in order to care for and retain
patients, leaders must first create exceptional teams and find ways to engage nurses, administrative staff,
physicians, supervisors, and even housekeeping staff and switchboard operators. By connecting employees'
work with a higher purpose and equipping them with the tools to become leaders themselves, patient care
can be dramatically transformed. And with continuing healthcare changes on the horizon and ever-rising
pressure to acquire and keep patients, doing so now is more important than ever.

Britt Berrett, president of an 898-bed hospital, and Paul Spiegelman, founder and CEO of a successful
patient-experience company, are the perfect guides to the changes needed in healthcare leadership. With a
rich combined experience in their field, they have filled each chapter with an abundance of engaging,
insightful stories and write with a humor and friendliness that balances and enhances the urgency of their
message.
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Editorial Review

Review
At least one great story of idea for employee engagement on every page! Patients Come Second is written in
an irresistible style that makes it fun and inspiring to read and hard to put down. I highly recommend this
book to every administrator and manager.
-- Fred Lee, author of If Disney Ran Your Hospital

People are going to read this book, learn from it, and ultimately provide better care to patients.
-- David Feinberg, president of the UCLA Health System

Rarely do you find two seasoned health care professionals provide such candid and real experiences! The
fact that both Paul and Britt have demonstrated brilliant results int heir organizations is confirmation enough
that this book is a must-read for all healthcare leaders.
-- Rulon Stacey, former chairman of the American College of Healthcare Executives

In this gem of a book you will find the road map for creating the best possible workplace for your people. It
is based not only on great research but on great personal experiences. Britt and Paul have nailed it! Buy this
book!
-- Chester Elton, author of The Carrot Principle

From the Back Cover
No business can effectively take care of its customers before it takes care of its employees. Health care is no
different--and that's why patients have to come second.

About the Author
Paul Spiegelman is founder and CEO of The Beryl Companies, which includes--among others--BerylHealth,
a technology-focused patient experience company, and The Circle, a training company that helps businesses
enhance employee engagement. BerylHealth has won nine ''best place to work'' awards, and in 2010,
Spiegelman was honored with the Ernst & Young Entrepreneur of the Year award. He is a sought-after
speaker and author on executive leadership, corporate culture, and employee engagement. His views have
been published in Entrepreneur, the Dallas Morning News, Inc., and many other publications.

Britt Berrett, a passionate advocate for excellence in healthcare, serves as president of Texas Health
Presbyterian Hospital Dallas, where, he oversees strategic planning and operations, guiding the hospital in its
mission to improve the health of the people in the community it serves. In 2007 U.S. News and World
Report recognized Texas Health Dallas as a best hospital in the digestive disorders, orthopedics, and
neurology and neurosurgery specialties. Texas Health Dallas also received the Magnet Recognition Program
Award for excellence in nursing services from the American Nurses Credentialing Center. In addition to his
role at the hospital, Berrett also serves as an executive vice president of Texas Health Resources.

Users Review

From reader reviews:



Peggy Witzel:

What do you concentrate on book? It is just for students since they are still students or the idea for all people
in the world, what best subject for that? Simply you can be answered for that problem above. Every person
has several personality and hobby for each other. Don't to be compelled someone or something that they
don't need do that. You must know how great and also important the book Patients Come Second: Leading
Change by Changing the Way You Lead. All type of book would you see on many sources. You can look for
the internet methods or other social media.

Bobbie Burke:

The reason why? Because this Patients Come Second: Leading Change by Changing the Way You Lead is an
unordinary book that the inside of the reserve waiting for you to snap this but latter it will shock you with the
secret this inside. Reading this book adjacent to it was fantastic author who have write the book in such
awesome way makes the content within easier to understand, entertaining method but still convey the
meaning fully. So , it is good for you for not hesitating having this nowadays or you going to regret it. This
unique book will give you a lot of rewards than the other book possess such as help improving your talent
and your critical thinking technique. So , still want to hold up having that book? If I were being you I will go
to the e-book store hurriedly.

Jessica Bradburn:

In this time globalization it is important to someone to obtain information. The information will make you to
definitely understand the condition of the world. The health of the world makes the information simpler to
share. You can find a lot of personal references to get information example: internet, classifieds, book, and
soon. You can see that now, a lot of publisher which print many kinds of book. The actual book that
recommended for your requirements is Patients Come Second: Leading Change by Changing the Way You
Lead this guide consist a lot of the information with the condition of this world now. That book was
represented how do the world has grown up. The terminology styles that writer require to explain it is easy to
understand. The actual writer made some investigation when he makes this book. Here is why this book
suited all of you.

Kathryn Hill:

A lot of publication has printed but it differs. You can get it by world wide web on social media. You can
choose the best book for you, science, comic, novel, or whatever by searching from it. It is called of book
Patients Come Second: Leading Change by Changing the Way You Lead. You can add your knowledge by
it. Without departing the printed book, it could add your knowledge and make an individual happier to read.
It is most crucial that, you must aware about guide. It can bring you from one location to other place.
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