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Author’s Note

You may be asking yourself, “What’s a physician doing writing a book about accountability 
and culture?” Why isn’t he writing about the issues that physicians and hospitals really 
care about... like safety, quality, or improving the patient experience?  The truth is, I have 
written a book about all of those top-of-mind issues and more.

As a physician, I was trained to look deeper than the symptoms and diagnose the root 
cause of the disease. As a healthcare consultant, I have learned to approach organizations 
we work with in much the same way. My many years as a physician, medical director, and 
consultant had me seeing the same pattern... watching the same repeating organizational 
symptoms substantially cost all of us: our organization, the physicians, nurses, our entire 
hospital culture, the community, and mostly, the patients. 

So I just didn’t feel it was enough to offer up temporary solutions to recurring symptoms. 
Instead, I’ve sought out the root cause of our overwhelming safety and quality issues, and 
in doing so, discovered where patient centered care really begins. 

You would think by the title of the book that I was anti-hero. Not the case. After speaking 
with literally thousands of patients, I know that patients don’t want hero doctors or nurses. 
Patients expect us to work as teams - that’s what matters most to them.

But that’s just not what’s going on. The “I can do it better if I do it myself,” or “Every man 
for himself,” paradigm, still rules in most of America’s hospitals. And that translates into an 
unsafe culture that in many cases, under-performs and under-delivers for patients. 

When we look at the startling number of how many people die each year in the U.S. from 
mistakes made in hospitals, not to mention all the preventable non-fatal mistakes, it’s 
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surely not because of lack of talent or technology. We have the best of both. It’s surely not 
due to lack of commitment - I’ve been working on the front lines of diverse hospitals 
across the country for the last twenty years and see plenty of skilled, experienced, dedi-
cated people. But what’s truly unnerving, is how the phrases, “That’s not my patient,” and 
“Just do your job,” are consistently said by a lot of these dedicated people, in almost 
every hospital I’ve been to. This is an industry wide accountability dilemma. The failure to 
dismantle the silo mentality and create high performing teams is keeping us from creating 
patient-accountable cultures. And it not only doesn’t give patients what matters most to 
them... it’s literally killing a number of them. 

That’s why I wrote a book on accountability and culture. The story is based on a “real life” 
incident, with characters that I’ve seen and met in hundreds of hospitals. It’s designed for 
you. I say that knowing, that as a physician, nurse or manager, you don’t need any more 
binders full of initiatives or checklists. Yes, certain checklists are very good and necessary, 
but they won’t get to the root cause of the problem. They won’t help you diagnose the ills 
of your culture and cure them. 

We’re all operating at capacity - I understand that. We don’t feel like we can add anymore 
to our plates. And I’m suggesting we don’t have to. Heroes Need Not Apply supports lead-
ers and medical sta%s by o%ering clarity and direction on how to have the most impact on 
improving care without adding more to our workload. It sets the tone and gives you the 
context necessary to give patients what matters most to them. 

You’ll recognize our characters - they work beside you every day. You’ll be a fly on the wall 
for their personal conversations, thoughts, dilemmas and how they deal with the everyday 
challenges we all endure. And you’ll learn of the tools and strategies they use to gain the 
clarity needed to coach and lead teams toward building a patient-accountable culture.

Brian Wong, MD.
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Excerpt from the Introduction:

In Dr. Brian Wong’s fictional story about the staff of Angels of 
Seattle Hospital in Washington State, we see what can hap-
pen when a series of errors and communication breakdowns 
occur. Through a compelling storyline and characters that 
every hospital employee will recognize, Heroes Need Not Ap-
ply examines the root causes of hospitals’ most pressing 
safety and quality challenges. It offers practical strategies to 
improve communication among staff, dismantle silos, and 
build high-performing teams. We are reminded that every 
medical error is an opportunity to learn how the system can 
be modified, and how at-risk behaviors can be managed to 
significantly reduce the rate of harm. 

Heroes Need Not Apply is a timely complement to the gamut 
of quality and patient safety initiatives hospitals are undertak-
ing. It brings a human element to the equation and under-
scores the importance of making patients and their families 
full partners in the care process. It illustrates the necessity of 
creating the right culture in a hospital to enable patient safety 
to reign supreme. Most important, it reminds us that when we 
focus on the ultimate and singular goal of providing patients 
with the best possible care, everything else will fall into place.

Dr. Wong draws from his wide-ranging experiences as a physi-
cian, medical director, and health care consultant to provide 
insight into how cultural issues at hospitals can undermine 
patient-centered care. As hospitals strive to improve the qual-
ity of care and to provide patients with the best possible out-
comes, Heroes Need Not Apply is a great resource for every 
physician, nurse, executive and board member.
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From the Foreword: 

“The story and intention of Dr Wong’s book brings us 
back to the core of what healthcare is about - the care 
of patients. The story will immediately engage anyone in 
the care system: physician, administrator, mid-level pro-
vider, nurse, trustee and most especially, the patient. 
This work is a call to action to rise above the noise and 
politics. It demands us to recognize that out of the noise 
and challenges of reform we’re faced with, that the only 
way to improve the system from top to bottom is to 
build foundational, trust-based systems infused with re-
spect and communication, driven by service to the pa-
tient.

Mid-story, the key catalyst character asks, “Where does 
the patient come in your equation?”  The line, and ulti-
mately this fantastic book, begs the question, “Where 
does the patient come into the healthcare equation?”  It 
is a question worthy of asking at each and every step of 
delivery.”
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