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As patients are exposed to more media attention to 
health care, advertisements from hospitals and 
pharmaceuticals, and access to information on 
health care, they are becoming more discriminating 
in what they expect and demand from providers. 
Patients have a choice about health-care providers. 
Customer satisfaction surveys are beginning to capture 
better what patients want and how they are 
making their choices. Most recently, patients as 
consumers have indicated that compassion, caring, 
and excellence are what make a hospital the hospital 
of choice (Lee, 2004). 
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