
he Schwartz Center�s
newest program, The 

Patient Voice for Compassionate
Care: Schwartz Center Dialogues,
is designed to foster mutual respect
and understanding on both 
sides of the patient-caregiver
relationship. As both patients
and caregivers are reporting, the
strategy is working. 

During its first decade, the
Schwartz Center focused its 
programs on supporting caregivers.
To build upon its success and
expand its programming to
involve patients and families
more directly, the Center has 
launched Dialogues.

The program allows patients
and family members to convey

their experiences and perspectives
directly to caregivers in a series
of facilitated discussions. Dialogues
is a three-part program to help
patients and their families become
stronger partners in their own
care; at the same time, its purpose
is to improve the communication
skills of caregivers and the quality
of compassionate care they deliver.

The first phase includes 
four meetings of patients, 
multidisciplinary caregivers
(doctors, nurses, social workers)
and office administrators.
Participants identify strengths 
and areas needing improvement
in compassionate care and 
communication. The second
(Continued on page 2)
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� Dynamic Dialogues: Patients and caregivers share perspectives

(Continued from page 1)
phase involves an �intervention� or
training program to guide the
improvements. In the final phase,
patients and caregivers reconvene
in follow-up sessions to ensure the 
recommended changes are made 
and to sustain the patient focus. 

The pilot is taking place over 
18 months at three sites: Beth Israel
Deaconess Medical Center Healthcare
Associates in Boston, a primary care
practice; Family Health Center of
Worcester, a community health center;
and the Cancer Center at Yale-New Haven
Hospital in Connecticut. These sites
were chosen for their diversity in
patient demographics, practice location

and size. Goodman Research Group, an
independent firm based in Cambridge,
is conducting an evaluation of the pilot.

The Family Health Center (FHC)
was the first site to begin the Dialogues
program in January 2007. A patient 
participant commented, �It felt important
to know people are paying attention in
our health center and that they wanted
to hear both sides ... When you hear
the patient voice, you can hear the good
and the bad and you can make it better.�

Maysel Kemp-White, PhD, serves as
the facilitator of the Dialogues at each site,
bringing a wealth of experience as a
healthcare communication specialist.
Patient participants at all three sites
say they feel comfortable speaking
truthfully about their own experiences
in the intimate group setting with 
caregivers from the practice. (The

groups are structured so that patient
participants are not with their own
physician.) Kemp-White uses a positive,
�appreciative inquiry� approach to
improvement. For example, at the first
session, she asks the group to brainstorm
the definition of �compassionate health
care.� Not surprisingly, the answers
range from visionary to very specific.
This is followed by a discussion about
the strengths of the practice. The 
subsequent group sessions in the 
first phase focus on how the practice
can make improvements or address
specific issues around communication
and compassionate care. Together,
group members identify areas for
improvement and prioritize the list.

The groups identify many 
positives at each practice in addition to 
weaknesses and challenges. Shirley

�One of the biggest benefits was getting to know the 
caregivers and seeing and hearing about how much work
they do. They go above and beyond. They were very down
to earth. Now when we see each other, we wave hello, like
we are old buddies.� 
� Patient participant, Schwartz Center Dialogues

Group facilitator Maysel Kemp-White, PhD, 
integrates some humor into the BIDMC session as
she keeps the group engaged.

�One of the biggest benefits has been looking at the 
delivery of health care through the eyes of our patients. 
It opened up my eyes and ears to some of the obstacles
that  our patients face in gaining access to healthcare.� 
� Caregiver participant, Schwartz Center Dialogues 
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Katz, director of practice management
at Family Health Center and the 
primary liaison to the Schwartz Center,
notes, �It�s not easy hearing about our
practice�s weaknesses and patients� 
frustrations, but it is so important that
we hear the feedback! We�d like to 
continue these types of conversations
on a regular basis.� In fact, Katz and
the FHC administrative team have 
recognized the benefits of hearing
directly from patients. As a result, FHC
plans to establish a Patient Advisory
Committee to hear the patient perspective
on an ongoing basis in an effort to 
provide more patient-centered care.

Booker Bush, MD, is a participant in
the Dialogues and the primary liaison at
Beth Israel Deaconess Medical Center
(BIDMC) Healthcare Associates. After
one of the sessions he remarked, �The
energy in the room was incredible. 
I was impressed by the patients and
how they were so motivated to help us
do our jobs better. We learned that
patients valued different forms of 
communication, be it face-to-face 
contact, telephone calls or email, as
long as the common themes of respect,
good listening, engagement and empathy

were expressed.� Bush also shared that
within a few days after the initial session
he heard that other caregiver participants
were approaching their patient 
interactions with a new perspective. 

The Dialogues
at Yale Cancer
Center have 
been equally
enlightening. 
�My strength 
continues to 
come from my
patients,� one
caregiver said. 
Ken Miller, MD,
director of the
Cancer
Survivorship
Program at Yale and 
primary liaison said, �I�ve been very
pleased with the Dialogues program.
The patients continue to impress me
with their ability to be spontaneous and
forthright with their recommendations
and comments. Some of the suggestions
have been what we (caregivers) expected
to hear while other suggestions have not.
There has been a real sense of synergy
between the patients and the caregivers.�

The Dialogues are supported in part
by Bank of America, Trustee of the
Perpetual Trust for Charitable Giving,
underwriters of the pilot at FHC, and
the Sidney R. Rabb Charitable Trust and

the Esther Rabb Charitable Foundation,
which funded the pilot at BIDMC.

If Dialogues continues to be 
successful, the Schwartz Center plans
to expand the program to other sites
over the next few years.

�It�s not easy hearing about
our practice�s weaknesses 
and patients� frustrations,
but it is so important that
we hear the feedback! 
We�d like to continue these
types of conversations on a 
regular basis.�

� Shirley Katz, Family 
Health Center

Booker Bush, MD, BIDMC, listens as his colleague shares her thoughts 
on the �ideal� patient interaction.

A caregiver at Yale�s Cancer Center shares her thoughts while patients
and the facilitator listen attentively.
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Schwartz Center Rounds
he Schwartz Center�s Rounds continue to grow and
are now at 125 sites in 26 states across the country.

The Rounds are a multidisciplinary forum where caregivers
discuss difficult emotional and social issues inherent in
patient care.

PRESENTATIONS AT CONFERENCES

Jon Dubois, MD, Emerson Hospital Rounds leader and
a member of the Schwartz Center Leadership Council,
gave a talk on the Schwartz Center Rounds at the
American Hospital Leadership Summit in July � Also in
July Executive Director Julie Rosen presented at a workshop
on the Rounds at the International Conference on
Patient and Family-Centered Care in Seattle with 
key leaders from Dartmouth Hitchcock Medical Center�s
Rounds � Toni LaMonica, SW, George Little, MD, Carol
Little, MD, and Bill Boyle, MD � Rosen, LaMonica and
Board member, Beth Lown, MD, Rounds physician leader
at Mt. Auburn Hospital in Cambridge, will conduct a
Rounds workshop at the International Conference on
Communication in Healthcare in October. The Center will
also do a workshop at the National Forum on Quality
Improvement in Health Care in December ... Joint
Commission Resources has included the Rounds in its
recently published �Patients as Partners: Toolkit for
Implementing National Patient Safety Goal 13.� 

STRATEGIC PLAN

As part of the strategic plan to expand the Schwartz
Center Rounds to certain �landmark� hospitals in New
York, Board member Thomas Lynch, MD, and Program
Director Marjorie Stanzler made a presentation in May
on the Rounds to six hospitals, including Maimonides
Medical Center, Memorial Sloan-Kettering Cancer Center,
New York Presbyterian, Montefiore Medical Center and
the Veteran�s Medical Center in the Bronx. Representatives
from Mt. Sinai Medical Center, which started the
Rounds in early 2007, were also present. David Gould,
senior vice president for programs at the United
Hospital Fund, a not-for-profit health care organization
in Manhattan, organized and hosted the meeting. All the
attendees expressed interest in starting the Rounds at
their respective institutions.

AETNA LIFE INSURANCE WILL START 
SCHWARTZ CENTER ROUNDS 

Aetna Life Insurance and the Schwartz Center are 
collaborating to bring the Rounds to Aetna�s case managers
across the country. Aetna, which is based in Connecticut
and insures people from across the country, will be the
first insurance company to conduct Rounds. 

In 2004 Aetna started the �Compassionate Care
Program� to address end-of-life care issues for its members
and their families and help them cope with complex
emotional issues. Aetna made a commitment to put its
sickest patients in touch with nurse case managers. Many
of Aetna�s 300 case managers work at home across the
country and can feel isolated. The Rounds will give them
a chance to share their experiences, emotions and concerns
with their colleagues. In 2006 the Center and Aetna 
conducted a successful pilot of the Rounds for the case
managers, which were held both by telephone and in
person (Rounds are typically held in person). The
Schwartz Center is excited about this new partnership
which will be mutually beneficial. Rounds will start 
on a regular basis at Aetna in the coming months. 

RECENT PUBLICITY

Recently, the Schwartz Center Rounds have been 
featured in: Boston Globe-West in an article describing
the Winchester Hospital Rounds; Union Leader and
Seacoast News in articles describing the Exeter Hospital
Rounds in New Hampshire; and The Republican
highlighting the Baystate Medical Center�s Rounds in
Springfield, MA. In addition, University of Chicago�s
internal publication, Medicine on the Midway, published
an extensive article about its program.
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he Schwartz Center•s Celebration of
Women in Health Care continues to

be a very successfulevent. More than 
400 women representing a wide range of
health professions gathered in May for an
evening of networking and conversation
about compassionate health care. Mara
Aspinall, president of Genzyme Genetics
and this year•s featured speaker, touched
her audience with a heartfelt and personal
story about her experience as a patient as
well as an account of her mother•s experience
with the health care system. For the second
year, Tufts Health Plan sponsored this event
which raised more than $80,000 for the
Schwartz Center•s programs.

5th Annual Celebration of Women in Health Care
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All photos are left to right:

1)  Guest speaker Mara Aspinall, 
Genzyme Genetics 

2)  Jackie Somerville, RN, Carmen 
Vega-Barachowitz, MS, Eileen Flaherty, 
Ann Daniels, PhD, Deborah Washington,
RN, all of Massachusetts General Hospital

3)  Lois Green; Anne Marie Boursiquot King,
Tufts Health Plan; Roberta Shaw, Denterlein
Worldwide; and Zoila Feldman, Great
Brook Valley Health Center, Inc.

4)  Richard Kobus, Tsoi/Kobus & Associates;
Laurie Cowan, Schwartz Center
Leadership Council; and Pamela Mann,
Partners HealthCare

(Over)



All photos are left to right:

5)  Harris Berman, MD, Tufts University
School of Medicine; and Lois Cornell, Tufts
Health Plan

6)   Ariel Herrlich, George Washington University;
Marianne Leahy; Ann Tousignant, Blue Cross
Blue Shield; and Bethany Gilboard,
Massachusetts Technology Collaborative

7)   Leslie Hoyt, Dovetail Health; Jeannette
Clough, Mt. Auburn Hospital; and Virginia
Tritschler, RN, Visiting Nurse Association 
of Boston

8) More than 400 guests listen as Mara Aspinall
speaks about the importance of compassionate
health care.

9)   Wendy Everett, ScD, New England
Healthcare Institute and Schwartz Center
Leadership Council; and Marylou Buyse, MD,
Massachusetts Association of Health Plans

10)  Laurie Ansorge Ball, Massachusetts General
Hospital; and Schwartz Center Board member
Tom Sellers, American Cancer Society
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Bringing Rounds to a New Setting
It was after eight years of successfully implementing
Schwartz Center Rounds at hospital sites that the Schwartz
Center chose to take its highly acclaimed program into
the nursing home setting in 2005. Given the unique 
climate and culture of such long-term care facilities, the
Schwartz Center was eager to test whether an educational
forum for multidisciplinary caregivers to discuss difficult

social and emotional issues inherent in patient care would
have the same impact as in acute care settings. 

With a generous grant from Tufts Health Plan, the
Schwartz Center piloted the Rounds program at four
Massachusetts nursing homes � The Boston Home,
Hebrew Rehabilitation Center for the Aged, Hancock
Manor Nursing Home in Boston, and the Life Care
Center of Nashoba Valley in Littleton. Results from an
independent evaluation conducted by Goodman Research
Group showed that Rounds not only had a profound
impact on the caregivers who participated but also
served as a catalyst for institutional change at the pilot
sites. Moreover, all four sites have continued to imple-
ment Rounds beyond the initial 18-month trial period. 

A Unique Setting for Rounds 
Providing compassionate health care in any setting is not
easy today as caregivers work in fast paced environments
and under extreme pressures. Unlike hospital-based 
professionals who often serve patients on a short-term
basis, caregivers in nursing homes develop long-term
relationships with their patients. In addition, nursing
home staff must face death and dying as a routine part 

of their job. This can be especially challenging for those
caregivers who have grown to know and care deeply 
for their patients. 

Another unique aspect of nursing home care involves
the relationship between caregivers and the patients� family
members, many of whom feel guilty or helpless about
their decision to place a loved one in an institutional 
setting. Often the behavior and/or expectations of family
members cause stress on caregivers who feel ill-equipped
to respond to them. 

To address these challenges and provide an outlet for
caregivers to share their feelings about their work, the
Schwartz Center worked with a planning team at each
site to establish Rounds. Each pilot site identified pertinent
topics for discussion, such as: �The Difficult Family
Member;� �Caring for the Abusive Patient;� �When We
Don�t Have the Resources to Do Our Best;� �Dementia
and Family Expectations of Care;� and �When Caregivers
Disagree With Resident/Family Decisions.� 

After participating in only two to three Rounds sessions,
participants reported valuable insights and changes in the
way they provided care to their patients. As one caregiver
from the Boston Home shared, �By hearing how other
people work with a resident, you learn different ways
you might react.�

Building Community
Much of the day-to-day personal care and family contact
in nursing homes is provided by clinical nursing assistants
(CNAs). Given the traditional hierarchy between professional
caregivers � physicians, nurses and social workers � and
paraprofessionals, nursing homes have often been witness
to a significant workplace divide. 

Bringing Rounds to the nursing home setting has
helped to level the field, providing an opportunity for all
caregivers to share their experiences and challenges. 

A Rounds participant from the Life Care Center spoke
of CNAs at her site, �I have a greater respect for what they
do ... listening to people who do such intense, hands-on
work ... I never would�ve noticed their humanity ... I don�t
get a chance to see the care the CNAs give and I am blown
away.� A Hebrew Rehabilitation Center social worker
shared, �It sensitized me to how well these other people
(e.g. recreation therapists) know the patients in a way 
we do not.�

(Continued on Page 6)

Rounds piloted successfully at nursing homes 
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(Continued from page 5)
Clearly, Rounds provided an effective forum for 
paraprofessionals to gain the credibility and respect they
deserve. As one CNA shared, �Nurses are more polite ... 
they realize how much we are really doing so some try to
help us out ... I hear, �you�re doing a good job� and �thank
you� more.�

Ultimately, Rounds provided a sense of community for
all caregivers. A Rounds participant from the Boston
Home claimed, �Sometimes you feel like you�re alone,
but then you find out it happened to everyone else ... it
felt good to know it wasn�t just you. There were other
people having similar problems.�

A Catalyst for Change
Beyond the strengthened relationships among caregivers,
Rounds helped nursing home administrators understand
the difficult jobs that direct care providers face everyday.
This led to specific institutional changes at several nursing
homes, including a family forum, a support group for
CNAs, and a new assessment method for screening residents.

The Life Care Center, for example, now has meetings
at the beginning of every shift to make sure all caregivers
have the necessary information about patients. As one
Rounds participant claimed, �Rounds made me more
aware that I shouldn�t be the only holder of information �
it is better for patient care.�

SCHWARTZ CENTER RECEIVES NEW GRANTS

The Schwartz Center has hired Cambridge Hill Partners to 
conduct a comprehensive organizational and financial assessment
that will position the Center for continued growth; a $35,000 grant
from the Fidelity Foundation is funding this project ... Abraxis
awarded a $25,000 grant for Rounds at five cancer centers ... Other
recent grants received from Analog Devices, Glaxo SmithKline,
the Jackson and Irene Golden Charitable Trust and the
Bingham Program are supporting Rounds held at hospitals
in Maine, Massachusetts and New Hampshire.

NOW PITCHING FOR THE RED SOX ...

On June 12 at the game between the Boston Red Sox and
Colorado Rockies, Joseph Chazan, MD, member of the
Schwartz Center Leadership Council, stepped onto the field at
Fenway Park to experience
the chance of a lifetime �
throwing the ceremonial first
pitch. At the 2006 annual 
dinner, Chazan bid for this
privilege at the silent auction,
which raised $35,000 for the
Schwartz Center�s programs.
As Chazan stepped up to the
pitcher�s mound the Red Sox commentator 
explained the mission of the Schwartz Center. Chazan threw a
perfect pitch and the Sox went on to win the game!

Development Matters
YOU ARE INVITED!

12th Annual Dinner
Thursday, November 1, 2007, 5 � 9:30 pm
Boston Convention and Exhibition Center
415 Summer Street, Boston

Chairs:
Tom Glynn and Marylou Batt
Karen Gotting-Smith and Ian Smith
Karen and Ken Kaplan
Eric and Kim Schultz

Preview of the evening:
� Video featuring caregivers whose experiences as patients

themselves changed the way they practice medicine
� Presentation of the Schwartz Center�s 

9th Annual Compassionate Caregiver Award
� Performance by the Boston Community Choir

Silent Auction items include:
� Boston Harbor cruise for 8 on a Hinckley Yacht
� Boston Red Sox box seats including parking
� New England Patriots box seats including parking
� Boston Celtics tickets with autographed basketball
� Boston Bruins tickets
� Tea for 4 at Upstairs on the Square
� VIP tour of the Institute of Contemporary Arts/Boston
� Weekend getaways ... and much more

For more information, call 617-726-0512.

�Schwartz Center Rounds successfully piloted at nursing homes 
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Our Health Care World
University of Louisville nursing student who had been assigned to read �A Patient�s

Story� wrote us a note about his reaction: �Mr. Schwartz�s article will stay with me
every day and always remind me that I am not a part of a machine and the patients
that come and go are not just interchangeable parts. I will always remember that a
kind word, a discussion, a laugh, or even just a smile can change someone�s entire
experience.�

What a wonderful confirmation of the lasting power of Ken�s story and also a vivid reminder of how 
important the patient�s voice is in advancing compassionate health care! In that spirit, I am delighted to tell
you about a new Schwartz Center partnership that will greatly expand our ability to document patients� and
families� perspectives on compassionate caregiving and the patient-caregiver relationship.

Last year, the Board decided to honor Andrew Dreyfus, our past board chair, by having the Schwartz Center
develop a new patient narrative program.  Using Ken�s story as a model, the goal is to gather and disseminate
stories describing the experiences and perspectives of patients in order to empower others who were, or are, 
ill and to guide caregivers who are looking for more meaningful ways to relate to patients and their families.

Not surprisingly, there are a number of organizations that use the Internet to give patients a voice. Earlier
this year, Andrea Cohen, a long-time supporter of the Schwartz Center who is CEO of HouseWorks, introduced
us to one of the largest and most successful � CarePages � and this fall we will begin what I believe will be a
very exciting and rewarding new relationship.

Eric and Sharon Langshur started CarePages after their newborn son was diagnosed with a congenital heart
defect. To keep friends and family informed, they created a simple website that included updates, a message
board and a photo gallery. That was the first CarePage and it inspired them to build a company so everyone
who needed a CarePage, could have one, free. Since then, more than two million people have used CarePages
to create online support communities when a loved one or friend is hospitalized or recovering, when a baby is
born, or when an elderly relative is in long-term care. The site receives more than 30 million page views per
month, making it one of the most active health sites on the Internet. Individual CarePages can be set up directly
by patients and also through medical institutions and providers. Massachusetts customers include Baystate
Medical Center, Children�s Hospital Boston, Mass General, Tufts-New England Medical Center and HouseWorks.

Starting this fall, CarePages will feature the Schwartz Center as the sponsor of a Compassionate Health Care
Community for its users. This will give us the opportunity to share Ken�s story and the story of the Center, and
also to create a forum for patients and families to tell their stories about compassionate caregiving. Our
Community page will include one or more blogs on compassionate health care and a link to the Schwartz
Center website, where we will develop additional resources for patients and their families.

By giving us access to hundreds of thousands of its members, as well as clinical professionals and institutions,
CarePages creates a strong platform for the Schwartz Center and for our patient stories initiative. I hope you
will keep an eye out for more news about our affiliation in the very near future.

With best wishes,

Julie Rosen
Executive Director

A
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WHAT’S HAPPENING

In May, Massachusetts General Hospital (MGH) and Yale-New Haven
Hospital celebrated the graduation of Schwartz Center fellows from their
respective Clinical Pastoral Education Programs that teach caregivers to
provide spiritual care for patients and families. The Schwartz Center fellows
at the  MGH program included: Lynda Gillan, RN, who works at both
MGH and Winchester Hospital; Alyssa Rosen, a Harvard University 
medical student; Virginia Jones, RN, who works at MGH in Radiology;
Nancy Strong, SW, who works at Hallmark Health Hospice in Malden; and
Ann Marie Kaune, NP, from Community Health Link, a homeless outreach
project in Worcester. Yale�s Schwartz Center fellow was Karen Lamy,
recreation therapy manager, who works in the pediatric psychiatric inpatient
unit. MGH�s Clinical Pastoral Education (CPE)  graduates were featured in
a Boston Globe article in June. The article explained the purpose of the 
program and how it helps caregivers connect spiritually and emotionally with
patients. One of the fellows, Alyssa Rosen, and another CPE graduate,
Heather Carlson, RN, participated in a live Internet talk show, �HealthTalk,�
hosted by Judy Foreman. The topic was the unmet spiritual needs of hospital
patients ... Boston Business Journal did an article on Mara Aspinall, president
of Genzyme Genetics, who spoke at the Schwartz Center�s annual Celebration
of Women in Health Care event in May ... The magazine Business Insurance
has published a special report on women who are outstanding in insurance,
risk management and employee benefits worldwide. Board member Ruth
Kilduff, Managing Principal, Integro Insurance Brokers, is one of the top 50
women featured in the �Women to Watch� report ... A portion of the proceeds
from the sale of Conquer Cancer license plates goes to the Schwartz Center.
Bid on a low-number Conquer Cancer license plate! Online auction begins
September 10th. Visit www.conquercancer.org for details.

SCHWARTZ CENTER HOSTS SPEAKER SERIES

As part of it ongoing speaker series, the Schwartz Center, CRICO/RMF
and the Massachusetts Medical Society sponsored a discussion in the
Longwood Medical area entitled �Caregivers as Patients: Transforming
Personal Experiences into Better Care.� Four caregivers including Rosanna
DeMarco, PhD, APRN, William Connell School of Nursing, Boston College;
Susan Edgman-Levitan, PA, John D. Stoeckle Center for Primary Care
Innovation, MGH; Fredric Frigoletto, Jr., MD, MGH; and Paula O�Connor, MD,
Genentech, told their personal stories as patients  and shared how they
have modified their approach to patient care as a result. The discussion,
facilitated by Richard Bohmer, MD, MPH, Harvard Business School, was
lively and insightful. Approximately 100 people attended.

For your convenience, we have enclosed
an envelope should you wish to make a

donation to the Schwartz Center.
You may also donate by credit card via 

www.theschwartzcenter.org
Thank you for your support.


