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Leebov, W. (2008). Essentials for great patient experiences. AMA Press.

Leebov, W., Afriat, S. and Presha, J. (2007). Service savvy health care - one goal at a
time. Authors Choice Press.

Leevov, W., Scott, G. and Olson, L. (1998). Achieving impressive customer service.
AHA Press.

Reichheld, F. (2006). The ultimate question. HBS Press.

Scotti, D.J., Harmon, J., and Behson, S.F. (2007). Links among high-performance work
environment, service quality, and customer satisfaction: an extension to the healthcare
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Spector, R. and McCarthy, P. (2005). The Nordstrom's way to customer service
excellence. Wiley and Sons.

Studer, Q. (2008). Results that last. Wiley.

Studer, Q. (2004). Hardwiring excellence. Fire Starter Publishing.

Talent Management

Andersen, E. (2006). Growing great employees: turning ordinary people into
extraordinary performers. Portfolio Hardcover.

Branham, L. (2005). The 7 hidden reasons employees leave. American Management
Association.

Charan, R. (2008). Leaders at all levels. Jossey-Bass

Fulmer, R.M. and Conger, J.A. (2003). Growing your company's leaders. American
Management Association

Goffee, R. and Jones, G. (2009). Clever - Leading your smartest, most creative people.
Harvard Business Press.

Harvard Business School Press. (2003). Hiring and keeping the best people.

Fulmer, RM and Conger, JA. (2004). Growing your company's leaders. AMACOM.
Goldsmith, M. (2007). What got you here won't get you there. Hyperion.
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Kaye, B. and Jordan-Evans, S. (2005). Love em or lose em: getting good people to stay.
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Teambuilding

Miller, B.C. (2003). Quick team building activities for busy managers. American

Management Association.

Lencioni, P. (2002) The five dysfunctions of a team: a leadership fable. Jossey-Bass.
Useful Websites

American Society for Training and Development (www.astd.org)

Athena International - supporting, developing and honoring women leaders
(www.athenainternational.org)

Business Balls- free resources for the ethical development of people, businesses and
organizations. (www.businessballs.com)

Center for Creative Leadership - leadership education and research (www.ccl.org)

Harvard Business Publishing- dedicated to improving the practice of management
(www.harvardbusiness.org)

Health Leaders Media- daily healthcare news and analysis
(www.healthleadersmedia.com)

Institute for Cultural Affairs- a training and facilitation resource (wWww.ica-usa.org)
Institute for Healthcare Improvement (www.ihi.org)
International Association of Facilitators (www.iaf-world.org)

Leapfrog Group - voluntary program initiating improvements in healthcare safety, quality
and affordability. (www.leapfroggroup.org)

Patient Safety Network- national patient safety resource of the Agency for Healthcare
Research and Quality (www.psnet.ahrq.gov)

Plexus Institute - helping people use concepts emerging from the new science of
complexity (www.plexusinstitute.org)

Quality Patient Experience - helping to elevate the patient experience and patient
satisfaction to a breakthrough level (www.quality-patient-experience.com)

Society for Human Resource Management (www.shrm.org)
Studer Group (www.studergroup.com)

Wordle - web-based "toy" for generating "word clouds" from text you provide to
visualize patterns and emphasis (www.wordle.net)



