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dignity, meaning, and love. 
There is no question that any health 

care professional would benefit greatly 
from reading The Rebirth of the Clinic: 
An Introduction to Spirituality in 
Health Care. Chaplains and others famil­
iar with Br. Sulmasy's writing will find 
this book particularly compelling. The 
Rebirth of the Clinic provides the theo­
logical and philosophical underpinnings 
substantiating clinical work predicated on 
body/soul integration. 

I fear, however, that the book may not 
gain the wide audience it deserves. How 
will such a book find its way into the 
hands of other practitioners, particularly 
physicians, who believe that maintaining a 
strict separation between body and spirit 
is integral to the practice of good 
medicine? The title itself does not help. A 
reader unfamiliar with "Foucault's Clinic" 
will probably not be drawn to read about 
its rebirth. Emissaries will be needed to 
promote this book throughout the health 
care community. 

One ironic problem with the book is 
the fact that, although the author sees a 
new model emerging from contempo­
rary health care, he does not support his 
vision with empirical evidence. The 
reader is left wondering whether the 
mainstream, Western model of health 
care is indeed in the midst of transfor­
mation—or, on the other hand, Br. Sul­
masy's envisioned "rebirth" is only wish­
ful thinking. We who work in health 
care would probably argue that many (if 
not the majority) of our hospitals still 
operate according to the Foucault 
model, even as other healing modalities 
flourish all around them. Perhaps anoth­
er book could more fully articulate the 
hopeful signs that point to the transfor­
mation of Western medicine. 

Still, despite the lack of substantiating 
evidence, one can't help but be im­
pressed by the collective power of 
Br. Sulmasy's reflections, analysis, and 
insights. My hunch is that most health 
care professionals would wholeheartedly 
welcome his invitation to help rebirth a 
"clinic" that acknowledges the Tran­
scendent and embraces the patient, spiri­
tuality and all. This book is an invaluable 
resource for doing just that. 
Key Friel 
Vice President, Mission Integration and 
Spiritual Care Services, Catholic 
Healthcare West, San Francisco 
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Irwin Press, PhD, is the cofounder 
of Press Ganey Associates. A cultur­
al anthropologist, he has employed 

the tools of that discipline to explore 
and explain the "clashes" between tradi­
tional clinical medicine and alternative 
medicine. He was the first to promote 
patient satisfaction as an indicator of 
health care quality. In recent years, he 
has worked with hospitals across the 
nation to implement satisfaction mea­
sures and improvement strategies. 

In this book, Press looks at patient 
satisfaction from a variety of perspec­
tives, each of which is allotted a chapter, 
and he ends each chapter with a sum­
mary, conclusion, and recommended 
actions. 

He begins the book by explaining 
why, in his opinion, measuring patient 
satisfaction works both as a gauge of 
quality measure and as an organizational 
effectiveness tool for improving the 
business of health care. The author 
demonstrates linkages between patient 
satisfaction and employee and physician 
satisfaction, as well as between patient 
satisfaction and competitive strength, 

profitability, public accountability, and 
risk management. He explains the con­
cept of "cultural competence" and 
stresses its importance in improving sat­
isfaction. 

In his book, Press describes the basics 
of patient-satisfaction measurement and 
the management and understanding of 
the data obtained from it. Patient Satis­
faction is written in a language and style 
that will make it compelling to the 
administrator or manager, and, at the 
same time, interesting to and compre­
hensible by the staff-level reader. Press 
not only makes the data analysis easy to 
understand; he also motivates the reader 
to take action, and provides him or her 
with usable tools for creating and priori­
tizing action plans. 

Besides outlining the basic mechanics 
of patient satisfaction, Press describes 
the expectations that patients tend to 
bring with them to the health care 
world, and the ways those expectations 
influence their perception of the health 
care organization and its staff. He cites 
writers such as Arthur Kleinman, the 
eminent medical anthropologist who 
believes that culture shapes how differ­
ent people view and react to illness. 
Echoing Kleinman, Press argues that if 
health care doesn't attempt to under­
stand an individual's perception of his 
or her illness, it will never be able to sat­
isfy that individual's opinion of the 
quality of care he or she has received. 

Press also points out the biases that 
staff members may have— including 
their view of the "perfect patient"—and 
the ways those biases will influence their 
treatment of patients. 

The author devotes an entire chapter 
to emergency departments (EDs), high­
lighting the differences—from both the 
staff and patient viewpoints—between 
the ED and the inpatient setting. He 
offers numerous examples of "good 
practices" in the ED that are both sim­
ple to perform and likely to improve 
patient satisfaction. 

This new edition of Patient Satisfac­
tion includes a chapter that offers "fifty 
nifty ideas" for improving satisfaction, 
each of them a practical suggestion that 
a hospital striving to change its overall 
performance should be able to imple­
ment with relative ease. 

Press's book has four major themes: 
• "Just i f icat ion for the Effor t ," 

8 2 • MARCH - APRIL 2007 HEALTH PROGRESS 



Picture this: In a corner of New Orleans battered by 

which makes the case for expending 
time and resources on trying to fully 
assess patients' experiences in the hospi­
tal 

• "The Basics of Patient Satisfac­
tion," which discusses the factors that 
make a patient satisfied with his or her 
hospital experience, how the patient's 
background and culture influence his or 
her view of the experience, and how the 
staffs background influences their treat­
ment of the patient 

• "The Measurement and Analysis of 
Patient Satisfaction," which describes 
the mechanics involved in assessing 
patient satisfaction, including the analy­
sis and interpretation of the data 

• "Practical Application," which 
explains to the reader how he or she can 
take the information from the previous 
sections and turn it into positive action 

Patient Satisfaction is written in lan­
guage that will make it useful for 
administrators and managers—but also 
for frontline caregivers such as nurses, 
physicians, technologists, and thera­
pists. It is intended to help all staff 
understand the importance of their role 
in positively influencing the patient's 
view of his or her hospital experience. 
Its last chapters are particularly directed 
toward those responsible for leading 
improvement initiatives. 

Press's book could have as easily been 
titled "Person-Centered Care 101" 
because of its focus on the importance 
of understanding the person in order to 
provide the best care and the most satis­
fying experience. I found the book 
compelling and would recommend it 
strongly to any hospital focused on 
changing its practices. Patient Satisfac­
tion both motivates the reader to act 
and provides a map with which he or 
she can get started on the journey. 

Jennie Mnmula, 
Director, Clinical Quality Improve­
ment, Catholic Health Initiatives, 
Denver 

Hurricane Katrina, hope is coming back. This is Cafe 

Reconcile, a popular restaurant where inner city youth 

can f ind an alternative to life on the streets — by 

learning the skills they need to find good jobs and build 

a future. Damaged but not defeated. Cafe Reconcile 

is work ing to reopen, so that young people can 

return to learning, and the community can once 

again enjoy the results. Today, 37 million Americans 

live in poverty. But a taste of hope can work 

wonders. For easy ways I j Catholic Campaign 

you can help, visi t Pv ' .J ' i jVVJ i Development 
IWECAIV ^ ^ 

www.povertyusa.org. l E N D 11 1 t 

One in eight people lives in poverty. 

One community found 

a recipe for hope. 
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