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Our Clinic

• Hybrid Practice

• Safety-Net Setting

• Breast Imaging Services
• Mammography (2D and 3D) screening / diagnostic
• Breast ultrasound (ABUS)
• Breast MRI
• Stereotactic–guided breast biopsy
• Ultrasound-guided core needle breast biopsy
• MRI-guided core needle breast biopsy
• Needle (wireless) localization procedures
• Breast lesion cryoablation

Our Clinic

Our Clinic

• Exam Rooms
• 4 Mammography Rooms

• 1 Prone Stereotactic Procedure Room

• 3 Ultrasound Rooms (1 ABUS)

• Equipment
• 3  Hologic Dimensions with 2D/DBT

• 1  Hologic Dimensions with upright Affirm stereo attachment

• 1 Hologic Affirm Prone stereotactic unit

• 2 GE Logiq E10 Ultrasound

• 1 GE Logiq E9 Ultrasound

• 1  GE Automated Whole Breast Ultrasound
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Radiology: Breast Imaging
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Clinical Research

Patient Navigator

Wait times

Research Education

• Training Site for CU Radiology Residents

• Breast Imaging Fellowship
• Established educational curriculum

• Protected time for weekly Breast Imaging Fellowship

• Routine Case Conferences and Educational Lectures
• Public health
• Research
• Clinical operations

Our Clinic

CommunityClinical EducationResearch

Advance and translate 
our discoveries into 

health 

Preparing learners for 
the lifelong study of 

medicine

Promoting high-quality 
healthcare

Serving our 
community’s 

healthcare needs

Patient - Centered Care

• Personalized Care

• Healthcare Model Organized Around Patient
• Respect patients' values and preferences
• Address their emotional and social needs
• Involve them in active shared- decision making

• Encourages targeted strategies and active collaboration in designing a 
comprehensive care plan

• 1 of 6 critical components of high-quality health care recommended by IOM

Journal of Breast Imaging, 2022, 413–422
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Patient- Centered Care

• The primary goal of patient-centered care is to improve individual health 
outcomes

• Important tool in improving operational efficiency in your practice

• Benefits of Patient- Centered Care 
• Improved satisfaction scores among patients and their families

• Enhanced reputation of providers among health care consumers

• Better morale and productivity among clinicians and ancillary staff

• Improved resource allocation

• Reduced expenses and increased financial margins throughout the continuum of care

https://catalyst.nejm.org/doi/full/10.1056/CAT.17.0559

Patient- Centered Care

• Increased focus on imaging workflow is essential to help 
patients navigate complexities of breast care

• Requires physicians, radiologic technologists, and other 
health professionals to develop the skills to address 
patient needs effectively

• “The right care is provided at the right time and the right 
place.”

Reynolds A. Patient-centered Care. Radiol Technol. 2009 Nov-Dec;81(2):133-47. PMID: 19901351.

Patient- Centered Care

• Given current and evolving medical expectations from patients and ever-increasing 
complexities of clinical demands, support systems are needed to help advance 
professional productivity and efficiency

• Patient- centered, quality improvement must incorporate focused patient 
information being served by one’s specific practice. 

https://catalyst.nejm.org/doi/full/10.1056/CAT.17.0559

Journal of Breast Imaging, 2019, Vol. 1, Issue 4, 329–333 

Macro
Goal Setting

Change Management
Team Building

Micro
Workflow Processes

Team Integration 
Team Management
Patient Experience
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Strategy

• Kotter’s 8-Step Change Model

• PDCA Cycle

• McKinsey 7S Model

• Lewin’s Change Model

Process 
Focus

• Nudge Theory

• The Change Curve

• ADKAR Model of change

People 
Focus

Operational 
Efficiency

Plan

DoStudy

Act

PDSA Cycle

• Single Step—Each PDSA often contains only a segment or single step of the entire 
tool implementation.

• Short Duration—Each PDSA cycle should be as brief as possible for you to gain 
knowledge that it is working or not (some can be as short as 1 hour).

• Small Sample Size—A PDSA will likely involve only a portion of the practice (maybe 1 
or 2 doctors). Once that feedback is obtained and the process refined, the 
implementation can be broadened to include the whole practice.

What is the Goal?

• We practice evidence-based medicine, utilizing the 
newest technology to make diagnoses and perform 
advanced diagnostic procedures.

• We provide personalized and comprehensive breast care 
based on our patients’ specific needs – considering their 
values, preferences and other medical conditions. 

• We are dedicated to ensuring the highest level of patient 
care and satisfaction.

Plan

DoStudy

Act Identify issues in  
workflow

Engage 
stakeholders to 
change systems, 

policies, and 
practices

Evaluate and 
monitor efforts 
using short- and 

long-term 
measures

Reassess and 
Modify
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What is the Goal?

• Needs
• Establishing consistent workflow 

• Improving communication to enhance team dynamics

• Innovating to promote improved access and quality of care

• Resources 
• Mission

• Team Dynamics

• Equipment

• Support

What is the Goal?

• What are you trying to accomplish? (Clear)

• How will you know that the change is an improvement? (Measurable)

• What improvements will occur as a result of the change? (Impact)

What is a KPI? | A complete guide to Key Performance Indicators | Geckoboard blog

KPI

Quality of 
Care

• Evidence-based 
Medicine

• Access to latest 
technology

Access

• Operational Workflow

• Barriers to care

Environment

• Facilities

• Cultural Competency

• Health Literacy

PDSA Cycle
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What is the Goal?

• What are you trying to accomplish? (Clear)
• Decrease wait times  

• How will you know that the change is an improvement? (Measurable)
• 3rd next available appointment

• What improvements will occur as a result of the change? (Impact) 
• Wait times are critically important to patient satisfaction of their overall quality of care and 

are one of the most common complaints directed toward radiology. 
• Studies show an inverse correlation between office wait times and patient willingness to 

return to that practice in the future. 

PDSA Cycle

Plan

DoStudy

Act

❑ Plan

❑ DO

❑ Act

❑ Study

Macro
Goal Setting

Change Management
Team Building

Micro
Workflow Processes

Team Integration 
Team Management
Patient Experience
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Front Desk Staff

• Incorporate into team

• Review orders and protocols

• Provide training in health literacy and patient experience 

Technologists
• Working at top of license

• Communicate with touchpoints

• Policies

• Procedures

• Communicate with each other

• Empowerment

• Consistency

• Patient Education
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Radiologists

• Standardization

• Compromise

• Understanding entire process

• Adding views -> adds anxiety to patients

• Unnecessary (technical) Callbacks

Team Building

• Communication

• Needs assessment

• Strategic incorporation of ancillary personnel 
• Scheduling /front desk staff

• Certified medical assistants 

• Nurse navigators

• Lay navigator

Patient Navigator

• Trained individuals help patients to progress along the breast cancer care 
continuum by identifying and resolving systemic and individual barriers.

• Nearly all radiologists utilizing patient navigators (99%) found them valuable to 
improving patient care

• Serve as an effective adjunct tool for addressing barriers in a patient-centered 
manner, particularly in underserved groups disproportionately impacted by the 
COVID-19 pandemic. 

• Patient navigation programs have been shown 
• Improve adherence to breast cancer screening guidelines 

• Promote timeliness of follow-up after an abnormal screening mammogram 

Think
BIG!

Determinants of Health

• Poverty
• Employment
• Food Insecurity

Economic Stability

• Early Childhood Education and Development
• Enrollment in Higher Education
• Language and Literacy

Education

• Discrimination
• Incarceration
• Social Cohesion

Social and Community 
Context

• Access to Health Care
• Access to Primary Care
• Health Literacy

Health and Health 
Care

• Crime and Violence
• Quality of Housing

Neighborhood and 
Built Environment
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“Great things in business are never done by one 
person.  They’re done by a team of people.”

- Steve Jobs

randy.miles@dhha.org @RMilesMD
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