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Written by internationally acknowledged experts in the customer and patient experience movement,
Achieving Patient (aka Customer) Experience Excellence: Lessons From a Successful Cultural
Transformation in a Hospital clearly outlines the principles and development phases of a great customer
experience transformation. Using an engaging story, it allows readers to follow the journey of Community
General, a healthcare organization that went from struggling to being nationally recognized for its
performance and customer satisfaction success.

Demonstrating how Community General was able to achieve its cultural transformation, the book presents
valuable lessons learned that can be applied across a range of industries, including healthcare, telecom, and
financial services. Each chapter begins with a case study that describes the experiences of the authors—the
director of customer experience design, the director of imaging services, a consultant, and a business
psychologist—allowing readers to learn from their success and struggles.

Each chapter also includes a management learning section that provides practical advice and helpful tips for
healthcare managers on their journey towards achieving excellence in the patient experience. Representing
decades of battle-tested experience, this book will not only help you understand the components required to
build a customer-centric culture, but will also provide the mindset you will need to strike the ideal balance
between patient (aka customer) satisfaction and business benefit.
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From reader reviews:

Delores Breedlove:

As people who live in often the modest era should be update about what going on or details even knowledge
to make these individuals keep up with the era which is always change and move forward. Some of you
maybe will probably update themselves by reading books. It is a good choice in your case but the problems
coming to anyone is you don't know what one you should start with. This Achieving Patient (aka Customer)
Experience Excellence: Lessons From a Successful Cultural Transformation in a Hospital is our
recommendation to make you keep up with the world. Why, because this book serves what you want and
wish in this era.

William Johnson:

This book untitled Achieving Patient (aka Customer) Experience Excellence: Lessons From a Successful
Cultural Transformation in a Hospital to be one of several books that best seller in this year, this is because
when you read this guide you can get a lot of benefit onto it. You will easily to buy this specific book in the
book store or you can order it by means of online. The publisher of the book sells the e-book too. It makes
you quicker to read this book, because you can read this book in your Smart phone. So there is no reason to
you personally to past this publication from your list.

Donna Layne:

In this era which is the greater person or who has ability in doing something more are more treasured than
other. Do you want to become certainly one of it? It is just simple method to have that. What you need to do
is just spending your time almost no but quite enough to possess a look at some books. One of many books
in the top listing in your reading list is definitely Achieving Patient (aka Customer) Experience Excellence:
Lessons From a Successful Cultural Transformation in a Hospital. This book which can be qualified as The
Hungry Slopes can get you closer in growing to be precious person. By looking up and review this guide you
can get many advantages.

Robert Maas:

What is your hobby? Have you heard which question when you got students? We believe that that query was
given by teacher on their students. Many kinds of hobby, Every person has different hobby. And you also
know that little person like reading or as reading through become their hobby. You need to understand that
reading is very important in addition to book as to be the issue. Book is important thing to add you
knowledge, except your current teacher or lecturer. You find good news or update about something by book.
A substantial number of sorts of books that can you choose to use be your object. One of them is niagra
Achieving Patient (aka Customer) Experience Excellence: Lessons From a Successful Cultural
Transformation in a Hospital.
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