
T WAS AN afternoon filled with
poignant discussion, heartfelt 

revelations, and at times even
laughter, when 200 people packed
the room at the Boston Convention
and Exhibition Center for the
Schwartz Center�s symposium,
Beyond the White Coat and the
Johnny: What Makes for a
Compassionate Patient-Caregiver
Relationship? This powerful 
dialogue kicked off the Schwartz
Center�s tenth anniversary 
celebration on November 3, 2005.

Darshak Sanghavi, MD, an
assistant professor in pediatric
cardiology at the University of
Massachusetts Medical School
and medical columnist for the

Boston Globe, unveiled findings
from his report on the significance
of compassionate health care.
Sanghavi compiled views and
insights gathered from Schwartz
Center Roundsfi, a unique
national program that brings
together caregivers from diverse
disciplines to address and explore
difficult social-emotional issues
that arise in caring for patients. 

During the summer of 2005,
participating sites hosted Rounds
discussions on the topic �What
makes for a compassionate
patient-caregiver relationship?� 
Sanghavi reviewed questionnaires
and audiotapes from the national
(Continued on Page 2)
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What makes for a compassionate
patient-caregiver relationship?

Veteran journalist John Hockenberry (front) moderated the discussion with panelists 
(from left to right): Darshak Sanghavi, MD, author of the report; patients Jacci Goforth and 
Kathleen Kluger; Tom Lynch, MD, Massachusetts General Hospital and Schwartz Center 
Board member; and Marion Longo, RN, Beth Israel Deaconess Medical Center.

I
Provocative discussion led by 
John Hockenberry, veteran journalist

The Schwartz Center will hold a
fundraiser in Washington, DC, on
January 31, 2006 from 5 pm -7 pm,

hosted by Mintz, Levin, Cohn, Ferris,
Glovsky and Popeo and ML Strategies.

Watch our website later this month 
for information on the special guests 

and more details. To RSVP call 
617-724-4746 or email

SchwartzCenterEvents@partners.org.
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conversation that took place at
54 hospitals in 17 states involving 
3,200 clinicians, and conducted
research on patient communication
and compassionate care. What resulted
was the creation of a report to be 
published in the spring of 2006, which
recommends practical strategies aimed

at improving caregiver compassion.
In his presentation, Sanghavi

uncovered three major categories of
behavior that influence the delivery 
of compassionate care to patients �
communication, common ground, and
respect for individuality. Sanghavi 
provided a detailed review of how a
caregiver�s style, body language,
vocal tone, and/or use of medical 
jargon can affect a patient�s perception
of the quality of care received. In

addition, Sanghavi showed how 
consideration for a patient�s individual
needs demonstrated through small
acts of kindness or shared medical
decision-making, among other methods,
can significantly improve the overall
patient-caregiver relationship.

The afternoon was facilitated 
by award-winning journalist and 

commentator John Hockenberry, most
recently a correspondent for �Dateline
NBC.� Hockenberry, who is a paraplegic,
began the conversation by sharing his
personal encounters with the health
care world, attributing his positive
experiences to his 15-year relationship
with a general practitioner. Hockenberry
described his physician as someone
�who knows me, who knows my 
history, who knows not only my
blood work but who saw the latest
story I did on television.�

Following his personal disclosure,
Hockenberry interjected his stunning wit
as he fired questions to the five-member
panel of patients and caregivers who
applied Sanghavi�s findings to their 
own lives.

Jacci Goforth, a breast cancer survivor
from New Jersey and panelist this
past summer at Rounds at Overlook
Hospital in Summit, New Jersey, talked

about her initial negative experience
with her surgeon who informed her of
her diagnosis over the telephone while
she was at work. Prepared to fire the
doctor at their first in-person meeting
post-diagnosis, Goforth had a change
of heart when her physician was able
to effectively communicate in terms
Goforth could understand and accept.

�She drew a diagram of the cancer, and
where it was, and named everything
and it was wonderful. And that�s what
got me to stay with her ... I was just so
happy with the diagram and being able
to understand it and being able to use
that to relay information to my family so

they didn�t think I was going to die.�
Panelist Kathleen Kluger, who 

participated in the summer 2005
Rounds at Mt. Auburn Hospital in
Cambridge, MA, shared how she too
was able to turn her initially negative
experience with the health care system
into a more collaborative and productive
one because of a compassionate 
caregiver. Two years of devastating
physical symptoms and multiple 

Above, left, Darshak Sanghavi, MD, 
summarizes the elements of compassionate
care based on discussions held at 54 Schwartz
Center Rounds hospitals this past summer.
Above, right, The Schwartz Center�s 
symposium �Beyond the White Coat and
the Johnny: What Makes for a Compassionate
Patient-Caregiver Relationship?� attracted
a standing-room only crowd of 200 on the
afternoon of the 10th anniversary dinner.
Far right, Dr. Michael Fisch, M.D.
Anderson Medical Center in Texas, poses a
question to the panelists.
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�What makes for a compassionate patient-caregiver relationship?

�There is a redeeming quality 
to a single act of compassionate
kindness that is very powerful.�
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hospitalizations with no concrete
medical explanation took a toll on
Kluger•s emotional state. When she
was finally diagnosed in 1975 with
Myasthenia Gravis, a rare neuromuscular
disease, Kluger•s physician created
common groundby empowering her
with information, answers and support.
Her physician took her to the hospital•s
medical library, laid out all of the
information that was available,

encouraged her to write down her
questions, and made himself available
for answers. Kluger recalls, •I wasn•t
made to feel stupid and I wasn•t
made to feel like •there, there, I•m the
doctor and you•re not• ... the way 
he had of introducing me to that 
[disease] ... was just the right thing 
at the right time.Ž

Hockenberry emphasized the
importance of these positive 
interchanges between patient and
physician. •There is a redeeming
quality to a single act of compassionate
kindness that is very powerful.Ž 

Echoing the sentiments of the
patients, panelist Thomas Lynch, Jr., MD,
director of thoracic oncology at
Massachusetts General Hospital and
a Schwartz Center founding Board
member, stressed the importance of
staying in the moment with every
patient. •I think one of the key things

is to try to make a connection with the
patient on whatever level you can ... 
I try to find some common bond.Ž
Lynch „ who cared for Ken Schwartz
during his battle with lung cancer „
shows respect for individualityof his
patients by asking each one how much
information they want to receive so he
can adequately communicate diagnosis,
prognosis or test results in a style that
is comfortable for each patient.  

Through the evocative stories
shared, it was evident that panelists
and participants alike recognized the
value of Sanghavi•s new paradigm:
focusing on compassion in a systemic
manner adds value to the health care
experience of both patients and 
caregivers. Panelist Marion Longo,
MS, RN, a psychiatric clinical nurse
specialist at the Beth Israel Deaconess
Medical Center in Boston, believes
such change results when an effective
caregiver team exists. Longo shared
the importance of having established
forums such as Schwartz Center
Rounds for information sharing and
support among professionals from
multiple disciplines. •You have to
have an opportunity and a place
where people can really talk about
how they feel, what they do, what
they feel good about ... rather than
going home at the end of the day and
not being able to remember what you
did because you are so tired and there
were so many people that you saw.Ž

This point was best illustrated
when a symposium participant who
works with critically ill patients
described a terrible day at work during
which one of her patients bled to
death all over her. Haunted by 
the previous day•s occurrence, this 
caregiver began her next day at work
feeling emotionally and physically
drained. One of her colleagues came
up to her and stated, •I am so glad
that you were with Eric* because I

know that you would have been calm
and when he looked at you it would
have been easier for him.Ž According
to the symposium participant, this
support from a colleague •turned the
experience around for me almost
immediately, absolutely immediately.Ž

In addition to anecdotes from 
the panelists and participants that
illustrated Sanghavi•s key points,
Hockenberry challenged Sanghavi to
put his own research into practice in
an on-the-spot role play with panelist

Kluger in which he had to present bad
clinical news. A critique of Sanghavi•s
performance by the other panelists
indicated how even the most experienced
clinician armed with the best knowledge
and strategies, may not always deliver a
flawless performance in the midst of a
difficult patient-caregiver moment.

However, while patients may not
expect perfection from their caregivers,
as Kluger shared at the conclusion 
of the symposium, •from any 
caregiver a look, a touch, a joke, an
acknowledgment that maybe you•re
not having such a great day either,
that momentary connection, whether
it•s just visual or just fleeting, makes
all the difference.Ž

*The name has been changed to respect

patient confidentiality.

Our thanks to Pfizer for underwriting
the symposium.

The report will be available
after publication in spring 2006.
An edited version of the video
will be available in the near
future. Call or email the
Schwartz Center at 617-724-4746
or schwartzcenter@partners.org
for a free copy.

•... that momentary connection,
whether it•s just visual or just
fleeting, makes all the difference.Ž



A Decade of Compassion:

Schwartz Center celebrates 10 years of strengthening the 
relationship between patients and caregivers

AST MONTH , the Schwartz Center 
made history by drawing 

1,800 guests to its tenth anniversary
dinner at the Boston Convention and
Exhibition Center. D inner chairs Ellen
Cohen and Daniel Haber, MD;
Andrew Dreyfus and Lynn
Modell; and Brenda and
Bob Popeo were instrumental
in making this year•s dinner
a great success.Popeo,
chairman and president of
Mintz, Levin, Cohn, Ferris,
Glovsky & Popeo, led the
formation of a new
Executive Leadership
Committee which included
55 Greater Boston corporate
leaders. 

The dinner program 
featured a video underwritten by
CRICO/RMF entitled •A Decade of
Compassion.Ž The piece was an 
informative and emotional overview of
three major Schwartz Center initiatives:
grant-making; the Clinical Pastoral
Education (CPE) program for health

care professionals; and the Schwartz
Center•s fastest growing initiative, the
Schwartz Center Rounds®. 

Andrew Drefyus „ chair of the
Schwartz Center Board, dinner chair,
and executive vice president for

health care services at Blue Cross Blue
Shield of Massachusetts „ announced
that the Schwartz Center will develop
its first program focused directly on
patients and their families. This new
initiative will build on the growing
body of research that confirms that

trusting clinical relationships between
patients and caregivers improve
health outcomes. •Too often,Ž Dreyfus
said, •we forget that patients and
their families must be part of the
health care team.Ž

Paul Jodka, MD, was
the winner of the seventh
annual Compassionate
Caregiver Award, 
underwritten by
AstraZeneca. Jodka is a
physician in the intensive
care unit at Baystate Medical
Center in Springfield,
Massachusetts. He spoke
about the importance of
mentoring and teaching
compassionate behavior
and being fully available

to patients and their families in their
hour of need. (See story on page 6.)

Julie Rosen, executive director of
the Schwartz Center, recognized both
the Massachusetts General Hospital,
where Ken received his care, and its
parent organization, Partners HealthCare

L
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All photograph captions are left to right.

1  Dinner chairs Andrew Dreyfus, Blue Cross Blue Shield of MA and
Schwartz Center Board chair; Ellen Cohen, Board president;
Compassionate Caregiverawardee Paul Jodka, MD, Baystate 
Medical Center; and Bob Popeo, Mintz, Levin, Cohn Ferris, Glovsky
and Popeo 

2 Michael Winter, Bear Stearns; William Taylor, MD, Beth Israel
Deaconess Medical Center and Compassionate Caregiver Award finalist;
Nancy Cahners; Deborah Goldberg; and Jim Roosevelt, CEO and
president, Tufts Health Plan

3 Board member Howard Cohen, Beacon Communities; Eggert
Dagbjartsson, Equity Resources Group; and Bjorg Dagbjartsson

4  George Massaro, Huron Consulting; Tom DeSimone, SR Weiner and
Associates; Midge DeSimone; and Joseph Corcoran, Corcoran
Jennison Company

5 Bill Van Faasen and his father William Van Faasen, Sr., of Blue Cross
Blue Shield of MAwith Donna Cameron and David Barrett, MD, both
from Lahey Clinic
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All photograph captions are left to right.

1  Schwartz Center Board members Tom Sellers, American Cancer
Society and Ned Cassem, MD, Massachusetts General Hospital;
Donald Gudaitis, American Cancer Society; and Cleve
Killingsworth, Jr, Blue Cross Blue Shield of MA

2 Peter Resnick, Huron Consulting; Scott Young and Chris Sampson
from AstraZeneca

3 Joseph Scott, John Hancock Financial Services; Diane Scott;
Joan Brancale; and Bob Brancale, MD, South Shore Hospital

4 Linda Braun reviews the items at the Schwartz Center•s first
ever silent auction.

5 The Longwood Symphony, comprised of Boston area clinicians, 
performs at the dinner. 

6 Todd Drometer, Marsh USA; Veleda Drometer; Geri McCarthy;
and Jack McCarthy, RMF/CRICO

7 Former Mayor Kevin White; George Regan, Regan
Communications;  and dinner chair Bob Popeo, Mintz Levin

8 Ken Miller, MD, Yale-New Haven Hospital; and Nora Tsivgas, 
Brian Denton and Kay Seekamp, RN, all of Pfizer

System, for their longtime support
and commitment to the Schwartz
Center and its mission. Rosen then
spoke of the natural disasters which
have ravaged the world over the past
year and commended thousands of
caregivers who took action without
hesitation. More than 60 medical 
volunteers from Massachusetts
responded to the tsunami in 
Southeast Asia and Hurricane 
Katrina in the US Gulf Coast through

Project HOPE, Project Helping Hands
and other similar organizations. Many
of these caregivers attended the dinner.
Rosen described them as •compassionate
daredevils who care deeply and are
drawn to action.Ž

Finally, the audience enjoyed a
remarkable performance by the
Longwood Symphony Orchestra, 
conducted by acclaimed Boston Ballet
Music Director Jonathan McPhee.
Sixty-five nurses, doctors, researchers,

medical students and health care
administrators played in this full 
symphonic orchestra, united by their
passion for medicine, music and 
community service. Internationally
renowned flutist Eugenia Zukerman
was the featured soloist. In an encore,
the orchestra played John Phillips Sousa•s
march, •Here•s to Your Health,Ž as a
tribute to health care workers. This piece
led the evening to an upbeat close.
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Paul Jodka, MD, who specializes in treating critically
ill patients in the intensive care unit (ICU) at Baystate
Medical Center in Springfield, Massachusetts, accepted the
seventh annual Compassionate Caregiver Award at the
Schwartz Center�s tenth annual dinner. In his emotional
speech, Jodka told the audience, �It is ... easy to forget about
the fundamental importance of compassion and empathy
when we enter ... medical training and practice. It can be 
difficult to reclaim the original spirit of our intentions ...� 

Jodka, earnestly and with absolute sincerity, gives hope
and sustenance to all his patients and their families. He is
never too busy to listen and talk with them, checks in during
his off hours, and is always emotionally available. His respect
and appreciation for everyone with whom he works is
admirable and inspiring. 

Jodka did not learn compassion from books or during his residency. �In retrospect,� he said, �I cannot recall a single
conversation between the ICU staff, patients or their families regarding end-of-life issues.� Experience has been the best
teacher and helped Jodka to understand that honesty, courage, and the emotional acceptance of the outcome � whether
life or death � can alleviate suffering. Indeed, Jodka believes, �There need be no �bad outcomes� as long as we are able
to maintain our focus on our patients� medical and emotional needs and their autonomy.�

he Kenneth B. Schwartz 
Center established the annual 

Compassionate Caregiver Award in 1999
to honor caregivers in Massachusetts
who display extraordinary compassion in
caring for patients. The Schwartz Center
is grateful to AstraZeneca, a leading
pharmaceutical company, for supporting
the award for the past two years.

2005 Compassionate Caregiver Award
Finalists:

Derek Callaway, PA-C
Derek Callaway is a physician assistant
at the Dana-Farber Cancer Institute
and is responsible for the management
of pediatric patients who have undergone
bone marrow transplantation. Always
available to patients, he is described
as calm, deliberate and soothing,
patient and empathic. One colleague
said of him, �He approaches every 

patient with an open heart and ear.
There are no exceptions.� 

Robert L. Sheridan, MD
Robert Sheridan is chief of burn
surgery at the Shriners Hospital for
Children and co-director of the adult
burn unit at Massachusetts General
Hospital. Sheridan is an extremely
skillful surgeon who anticipates the
needs of children and their families at
their most frightening moments. Says
one colleague, �Rob cares for children
as if they were his own.�

William C. Taylor, MD 
William Taylor is a primary care
physician who has practiced for 
28 years with Healthcare Associates 
at Beth Israel Deaconess Medical Center.
Taylor�s care of multi-generational
families and individuals of all 
backgrounds is based on his conviction
that the best medical care occurs when

technical expertise is integrated with
respect for each patient�s beliefs and
values. One colleague noted that
Taylor �understands fully the story 
of his patients� lives, not just the
chronology of their illnesses.� 

Frederick van Pelt, MD, MBA
Frederick van Pelt is director of minimally
invasive services and out-of-OR 
anesthesia at Brigham & Women�s
Hospital. Several years ago, after
nearly losing a patient to an adverse
anesthesia reaction, van Pelt struggled
emotionally and professionally until
he made the courageous decision to
contact his patient and apologize for
the event. One colleague describes
him as �amazing, caring, selfless,
courageous and compassionate,�
using his experience to �drive
improvement among peers within the
organization and across the nation.�

Schwartz Center honors extraordinary caregivers

Paul Jodka, MD, accepts Compassionate Caregiver of
the Year Award 

T

Board president and dinner chair Ellen Cohen congratulates Paul Jodka, MD,
Baystate Medical Center, Compassionate Caregiver of the Year awardee.



Our Health Care World
Learning to treat patients like the champions they are
By Andrew Dreyfus

Reprinted with permission from the Boston Business Journal from the August 5, 2005 issue.

hese pages chronicle the extraordinary heroism in our health care community: researchers, nurses, entrepreneurs
and employers building and nourishing a health care system that is innovative, equitable and affordable. We
ought to celebrate their achievements.

At the same time, we should recognize the contributions of those at the other end of the stethoscope: patients.
Patient stories remind us that clinical progress must ultimately be measured by impact on human lives. And
sometimes, a powerful story can guide us to change the way we care for patients. Such was the story of my
friend, Ken Schwartz. 

A health care attorney and a non-smoker, Ken was 40 when he was diagnosed with lung cancer. Ten months
later, he died. Despite the tragic course of his illness, Ken found profound meaning in the kindness and compassion
of his caregiver�s, (sic) documented in an article he wrote for the Boston Globe Magazine a few months before he
died. �In my new role as patient,� he reported, �I have learned that medicine is not merely about performing
tests or surgeries ... for as skilled and knowledgeable as my caregivers are, what matters most is that they have
empathized with me in a way that gives me hope and makes me feel like a human being. ... I have been touched
by the smallest gestures � a squeeze of my hand, a gentle touch, a reassuring word. ... These quiet acts of
humanity have felt more like healing than the high-dose radiation and chemotherapy that hold the hope of a
cure.�

Ken worried that the financial pressures and time constraints of a changing health care system would rob
others of what he called �precious moments of engagement� between patient and caregiver. Before he died, he
asked his family, friends and caregivers to create a center that would advance health care built on compassion
and empathy. What started 10 years ago as an idea inspired by one patient�s story has become an influential
organization that seeks to affirm humanity in medicine. The center�s fastest-growing program, the Schwartz
Center Rounds,  turns the traditional medical rounds on its head by giving teams of caregivers the opportunity
to discuss the difficult emotional issues that arise in caring for patients. Clinicians report that the rounds �
which are now conducted at 66 hospitals, four nursing homes and two community health centers in 20 states �
renew their idealism and their commitment to their patients.

Other Schwartz Center programs seek to connect patients and care-givers across spiritual and cultural
divides. One program offers physicians, nurses and social workers the training usually reserved for hospital
chaplains, giving them the language, skills and confidence to meet the deepest concerns of patients and families. 

Other programs challenge caregivers to understand the barriers created by different languages, cultures, and
belief systems. 

We often refer to medicine as part science and part art, as if our physical and emotional health should be
addressed independently of one another. But our experience at the Schwartz Center tells us that effective and
compassionate health care is all science and all art. A growing body of research supports this belief, that strong
connections between patients and caregivers improve health outcomes. So as we celebrate our local health care
champions, let us remember all the patients, who, like Ken Schwartz, want the best medical care delivered with
the proper dose of respect, kindness and compassion.

Andrew Dreyfus is executive vice president for health care services at Blue Cross Blue Shield of Massachusetts and chairman
of the board of the Kenneth B. Schwartz Center.
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IN THE NEWS

The Boston Business Journal ran Board Chair
Andrew Dreyfus� editorial on �Learning to
treat patients like the champions they are,� in
its August 5 edition (see �Our Health Care World�
on page 7 for reprint of the article) ... In early
November, Dr. Timothy Johnson, medical
editor at WCVB-TV Channel 5, reported on
the Schwartz Center Roundsfi at Carney
Hospital in Dorchester. The segment appeared
on the 5 pm news. To read more about it,
please visit our website at www.theschwartz
center.org/Media_Bostonchannel.asp. Both
Newton Magazine and Brookline Magazine
ran a feature story on the Schwartz Center
with quotations from Newton residents Ellen
Cohen, Board president; Andrew Dreyfus,
Board chair; and Julie Rosen, executive 
director ... On November 8 the Boston Globe
�Party Lines� column ran photos from the
Schwartz Center�s 10th anniversary dinner.

Daniel Goleman talks about 
emotional intelligence in health care

N SEPTEMBER 14, 2005, Dr. Daniel Goleman, author of international best-seller
Emotional Intelligence spoke on �Emotionally Intelligent Healthcare� at an 

event co-sponsored by the Schwartz Center and the Massachusetts General
Hospital Service Improvement Department.   

Goleman said that the emotional intelligence competencies � self-awareness,
self-management, empathy and relationship skills � distinguish outstanding from
average performance in jobs of all kinds.
These skills are particularly crucial in health
care because they support both effective
leadership and caring relationships with
patients.  

Emotional intelligence �originates in a
different part of the brain from the one
that went to medical school,� said
Goleman. While discussing the ways to
teach these skills in the workplace, he said
that organizations must value emotional
intelligence skills and individuals who
demonstrate them as an essential first
step. Emotionally intelligent health care
organizations produce the best outcomes �
from less litigation, to better compliance, to
the most caring and effective relationships
with patients.

O

IN SEPTEMBER, the Schwartz Center announced funding
for a bold new initiative to improve communication

at the end-of-life among patients, families and professional
caregivers, particularly as patients transfer from one health
care setting to another � a time when patients and families
can feel very vulnerable and most in need of compassionate
care. In response to its Call for Proposals to hospitals, nursing
homes, hospices and other health care institutions in
Massachusetts, the Center received 29 proposals and awarded
the two-year, $75,000 grant � its largest ever � to Baystate
Medical Center in Springfield, Massachusetts. 

Baystate�s innovative proposal, submitted in collaboration with
Heritage Hall, an assisted-living and skilled nursing facility
in Agawam and Baystate Visiting Nurse Association/Hospice,
creates multidisciplinary teams of caregivers to follow patients
in their last year of life. Patients are assigned a �partner�
from this core team of physicians, nurses, social workers 
and chaplains. The partner visits the patient and reassesses
communication and symptom needs whenever the patient
moves from one care setting to another. To enhance education

and training about end-of-life care, each team includes a
�learner� caregiver � either a medical student, resident or
fellow. Baystate will use standardized tools to measure
patient and family satisfaction and caregiver stress.

The Schwartz Center created the Call for Proposals to
identify best practice models to improve the quality of care
provided to families and patients at the end-of-life. There is
growing recognition that improvements in medical science and
health have not only increased longevity but also have
changed the nature of dying. Patients often take longer to die,
and a variety of psychological, emotional and systematic barriers
have impeded the delivery of high quality, well coordinated,
end-of-life care. 

The Schwartz Center�s Programming Committee and 
outside experts reviewed the grants and selected the awardee.
All believed that Baystate�s comprehensive and creative 
program met and exceeded the criteria set forth in the Call for
Proposals in terms of concept, goals, outcomes measurements,
and potential as a model for improving end-of-life communication
during transitions.

The Schwartz Center funds innovative end-of-life initiative at 
Baystate Medical Center

I

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

end-of-year donation to the Schwartz Center.
You may also donate by credit card via 

www.theschwartzcenter.org
Thank you for your support.
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