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OVERCOMING WHITE COAT SYNDROMEOVERCOMING WHITE COAT SYNDROME
Emergency room visit changes patient’s 

perception of doctors.
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Francine and Richard Feder share a kiss and a laugh at their home in Crystal Springs. Married for over 
43 years, the Feders’ playful bantering and bickering is obviously rooted in love and mutual admiration.

Skepticism 
turns to admiration 

for emergency 
room patient 

Letter-writing has been an integral part of Crystal Springs resident Richard Feder’s life. One can say it’s 
been a cyclical journey. 

Through his brother-in-law Alan Zweibel, who was a writer for Saturday Night Live, Feder’s name became 
known across the nation through the character Roseanne Roseannadanna, who would answer letters from a 
Richard Feder of Fort Lee on Saturday Night Live’s “Weekend Update.”  

“He was one of the original writers and as his way of saying hello to people, friends and family ... he’d use their 
names in his skits,” explained Francine Feder, Richard Feder’s wife. “They made him (Richard Feder) out to be this 
disgusting slob.”

Though he didn’t write any of the actual letters featured on Saturday Night Live, Richard Feder wrote a very 
different letter to Newton Medical Center following a hernia operation a handful of months ago. 

Coming in as an 
emergency patient, Richard 
Feder was not shy about 
voicing his skepticism and 
cagey attitude toward those 
in the medical profession. 

“Doctors are usually 
terrible people, and right 
away it makes you angry, 
nervous and scared because 
they don’t talk to you,” he 
said. “You see people (in 
hospitals) that are petrifi ed.” 

Upon arrival, Feder was 
met by an emergency 
doctor who said he would call 
a surgeon to take a look at 
him. Feder had his doubts and 
began voicing his misgivings 
to his wife when Dr. Shomaf 
Nakhjo, an advance 
microscopic general and 

bariatric surgeon, pulled back the curtains. 

“I have the George Costanza problem,” Feder said. 
“Everything I say, they do the opposite.” 

Richard and Francine Feder sat at a table inside their 
house as they recalled their hospital experience. As they 
think on times past, they playfully bicker and banter with 
one another. “This is how it is when you’re married for 43 
years,” said Richard Feder. 

Initially a shy person by his own admission, one would 
be hard-pressed to fi nd remnants of that personality in the 
Richard Feder of today. He has a razor sharp tongue that 
elucidates a cutting wit.

“I think it’s more age,” Francine Feder said when asked 
how the personality transition occurred.

“Did anybody ask you?” quipped Richard Feder.

He praised Nakhjo for his prompt and professional 
behavior. “He told me everything that was going to 
happen. Everything,” he said. “My wife was nervous. It’s 
a major operation. She was obviously in the wrong place 
waiting, which didn’t surprise me at all.”

  [continued on page 10] 

          Photo by Tracy Klimek/New Jersey Herald 

Richard Feder uses his writing talent to express his gratitude to 
Dr. Shomaf Nakhjo in the form of a thank you letter for his 
exceptional care and concern.

“She’s on some other fl oor. Doing what? I don’t know,” he said. “This guy (Nakhjo), which was totally 
unnecessary, looked for her and found her, which tells you he’s a human being. He cares.” 

Nakhjo said he had no idea of Richard Feder’s name fame while he was on his operating table. All he knew 
was that the patient had an incarcerated hernia. 

“We saw him, treated him and sent him home on the same day,” Nakhjo said. 

One of the hospital’s nurses mentioned Richard Feder’s notoriety to Nakhjo.

He told me 
everything that 

was going to 
happen. 

Everything ...

He cares.

“

“
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  [continued from page 9] 

“He defi nitely was a character. He defi nitely had 
a sense of humor. Even before the surgery and in a 
sense of urgency, he was making everyone laugh.” 

“Of course, I did an Internet search” after, he said. 
“You always have to keep your eye out. You never 
know who’s going to go up on your operating table.”

Newton Medical Center’s Kim Goryeb, a manag-
er of patient satisfaction and volunteer services, and 
Andrea Fleck, a patient liaison, strive to create positive 
patient experiences at the hospital. 

Communication is key, according to Goryeb. 
It’s about opening the line of communication and 
making a visit to the hospital a human experience 
to something that is usually viewed as exacting and 
unemotional. 

One of the initiatives the hospital is undertaking is 
hourly and purposeful rounding. 

“It is really key to the patient experience,” she said. 
“It is based on the idea that a member of the medical 
staff is checking on that patient every hour.” 

Part of Fleck’s job is distributing and collecting 
surveys and feedback to help Newton Medical 
Center gather real-time data. That way, they can 
change their methodology to fi t their patients’ needs 
according to the patients. 

Many going to the hospital may feel the same as 
Richard Feder does about the whole process.

“I got a whole thing with doctors, but I didn’t have 
it with (Nakhjo),” he said. 

“It comes to the physician treating the patient as 
a human being. That is the goal,” Goryeb said. “That 
human connection is vital.” 
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Dr. Shomaf Nakhjo strolls the grounds at Newton Medical Center with 
patient Richard Feder. Feder commended the doctor for his care and 
concern during a recent trip to the emergency room. 

Providing an excellent patient experience at Newton 
Medical Center doesn’t stop with doctors. 

All staff members at the hospital have learned that they have a part to play. Below are some of the 
comments taken from staff and patient surveys about how other staff members have contributed.

“Marc Vandenbroek (lead MRI technologist) went above and beyond to assist a patient who did not have complete information from their doctor. His efforts resulted in the patient being able to get their MRI and an ultrasound done at the same visit. This made for a very satisfi ed patient.”

“Elaine Cotter (environmental 

services aide) was very nice, 

polite and attentive! Room 

was kept up very well and 

staff was helpful. Multiple 

patients have expressed the 

very same sentiments about 

Elaine. She enhances the 

patient experience and truly 

makes a difference.”

“Sabrina Lombardi (clinical nutrition 
coordinator) and her team have 

earned the respect of our physicians 
as evidenced by the percentage of 

her team’s dietary recommendations 
that are acted upon. The national 

average is 40 percent, and Sabrina’s 
team is over 60 percent. In addition, 
the hostesses on her team have the 

highest courtesy scores. A true 
testament to her leadership.”

“Sandra Eitel, RN, received 

a letter from a grateful patient’s 

family member: ‘When my 

mom was brought to the 

hospital, we were all very 

scared but after meeting 

you, we knew she was in the 

best care. We appreciate 

not only how kind and 

compassionate you are, but 

how caring and sensitive you 

are with all of us.’”


