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Ambulatory dyad poster presentations foster 
growth, quality improvement

As part of UK HealthCare’s quality strategy for fiscal 
year 2019, ambulatory team members collaborated 
to focus on frontline quality-improvement efforts. 
Ambulatory Dyad Collaborative members participated 
in a poster presentation in October to demonstrate 
improvement strategies, recognize good work and open 
discussions about opportunities moving forward. 

Eight teams presented posters, which included the 
efforts to reduce rates of no-shows, and same-day and 
prior-day cancellations in outpatient orthopaedics at 
the Kentucky Clinic. Using the predictive modeling tool, 
the team focused on patients considered to have the 
highest probability of falling into one of these three 
categories by calling three to four days before their 
appointments in order to confirm or cancel their visits. 
As a result, more patients canceled earlier or rescheduled 
their appointments, leading to a decrease in the 
aforementioned rates. 

The UK Head, Neck and Respiratory Clinic at the 
Markey Cancer Center demonstrated improved patient 
experience scores through small cycles of change, such 
as checking on patients whose wait time in the exam 
room had exceeded 20 minutes, which gave staff another 
opportunity to address any questions or concerns. After 
making patient-centered improvements and encouraging 
patients to take the Press Ganey survey, the clinic 

Left: Amy Waugh, MS, ATC, and Scott Mair, MD, presented a poster on 
building employee engagement at the UK HealthCare Orthopaedic 
Surgery and Sports Medicine Clinic. Right: Dana Thornton, CPC, practice 
manager in pediatric cardiology, presents a poster on improved patient 
experience scores.

team saw their scores increase in the categories of care 
coordination and retained questions, which included ease 
of scheduling appointments, friendliness and concern 
demonstrated by staff, follow-up care instructions, 
teamwork and more. From May to August 2019, care 
coordination increased 4.6 percent and retained questions 
increased 2.9 percent. 

These are just a couple of examples of the continuous 
work UK HealthCare’s ambulatory clinic teams do in 
order to grow and reach new goals in providing the 
highest-quality, patient-centered care.

treatment and spend her final days at home, everyone was 
so kind. They allowed us a few extra visitors in the room, 
and they prepared me and my mother for anything that 
could happen at home. They listened to us. There are some 
experiences that change you, and for me this was one 
of them. It made me a better nurse, and I am proud and 
honored to call them colleagues.”

Chandler medicine intensive care unit, Floor 10
Nominated by a colleague

“After a long battle with pulmonary fibrosis, a 
gentleman was admitted to 10 ICU at the point of needing 
a lung transplant or becoming palliative. During this 
time, he won over many of the nurses, techs and clerks. 
He was kind and caring, made you laugh and was truly 
a joy to be around. But he was not a candidate for a lung 
transplant. As we gave the family some time to grieve, 
we too were grieving and thinking of ways to make this 
a little easier for him and his family. His daughter came 
out and said, ‘He wants to be baptized.’ The nursing 
team, nurse manager, chaplain and respiratory all came 

together to figure out how to give him his one wish, 
because it was not a sprinkling he wanted; he wanted a 
full-submersion baptism. Everyone was there to assist 
the patient physically, emotionally and spiritually. I am 
so proud of each one of them. The patient and his family 
were discharged home with hospice a couple of days later. 
There isn’t a day that goes by that someone doesn’t bring 
up the baptism to lift spirits on the unit and know that 
what we do makes a difference. Nursing is one of the most 
selfless professions, and I am proud to be part of a team 
that accepts challenges and rises above them to create 
meaningful experiences for patients and their families.”
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