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Presenter
Presentation Notes
Hi, my name is Casey Greene…
A little bit about me…

In my role, I have the opportunity to research and develop education geared towards our customers. This education is designed to help users learn and understand our equipment as well as offer general clinical education for day to day healthcare imaging.

My previous role was with the Customer Care Center in Cary.  In this role I spoke to customers which consisted of Engineers, Technologist, Doctors, Physicist, etc.  

Every call was a new adventure, from basic function to trouble shooting system issues.

In this next 45 mins I would like to take the time to discuss why Clinical Education is important and how training benefits the Biomedical/Clinical Engineers.
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Background
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US service headquarters based in 
Cary, North Carolina

• Training and Development Centers
• Technical and Applications Support

C Greene | SHS AM NAM USA CS EDU XP

Training and Development Center

equipment on-site 
for technical and 
clinical education

$50M
Instructors
nationwide

100+ 

participants per year
12,000+ 
Approximately

classes per year
2,000+

Presenter
Presentation Notes
Some background on Siemens Customer Services and our training facilities located in the Raleigh NC Area…
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Agenda
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• What is Education?

• Technical & Applications 
Support 

• Clinical Engineer Pain Points

• Customer Case Studies

• Meeting Future Education 
Challenges

• Q & A
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Presenter
Presentation Notes
What we’ll cover this morning…
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What is
Education?

Presenter
Presentation Notes
Survey audience – how many years have you been in clinical engineering? Which modalities do you support? Where you from?
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What does education 
mean to you?

Presenter
Presentation Notes
Education according to Siri is; “the process of receiving of giving systematic instruction, especially at a school or university”.
Dictionary.com states, “Education, training imply a discipline and development by means of study and learning.
Clinical Education is defined as the “Health care education conducted in health care facilities, outpatient clinics, emergency centers, hospitals, or private offices, under the supervision of a qualified practitioner or teaching staff.
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What is 
“Valuable” 

Education?

Presenter
Presentation Notes
-Valuable means - Extremely useful or important
Education that is diverse and for all types of learners (hands on learner, note taker, listener, etc.)
-Education that is always available
-Education that is up to date and continual
-Education that applies to the User and makes sense for their job
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Who needs education?
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PhysicistIT All hospital/clinic employees

Technologist PACS Admin ManagementEngineers

Presenter
Presentation Notes
Onsite system training is Dynamic, a snap shot.  
Training must be constant and available when the User is ready.
What is required for onsite training the turnover – but what about those that cannot attend or our out on leave or they are getting second hand
Scenario (Tammy the tech is trained and she quits)
Maybe pull volunteers up 
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Support
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What do you do 
when you have an 

issue?

Presenter
Presentation Notes
Typically, our customers call into the CCC for phone support as the first line of defense.  
Both Technical and Applications support.  
From there an Engineer may be needed onsite or the issue may have to be escalated to a second level support.
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Typical length 
of calls to the 

Customer Care Center

Time based on “typical” instances. Average call time may vary. 

Image Quality

15 to 30
minutes

Technical Support

15 to 20
minutes

Applications
Support

8 to 10
minutes

Presenter
Presentation Notes
Remote support is great and helpful, but what if you could take care of this onsite? That would equal a decrease in department cost, better patient satisfaction.
When everything must stop due to issues, misunderstanding, lack of knowledge, etc. there is a loss of productivity, and a disruption of workflow.
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Customer Care Center Analysis
FY 2017 Rad/Fluoro
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Live calls10,852
Technical Support

Live calls2,882
Application Support

Combined calls875
Application &
Technical Support

Calls started with
Technical Support
changed to
Applications Support

533

Presenter
Presentation Notes
What this data means for you…
Multiple people may be involved in supporting not only the functioning of the imaging system but also addressing problems when they occur.
Calling the correct person for support, understanding the issue, knowing what occurred, etc.
Providing technical and clinical staff with a foundation of mutual understanding about system issues will streamline support, decrease cost, and improve patient care.
A good education process
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Pain Points?
What are your

Presenter
Presentation Notes
(Wait for response)
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Lack of Clinical Education training

Need a better Clinical background 
Lack of hands-on training

Trained system operators are not around

Hard to send staff to offsite for training 

Classes are full 

Who needs to be involved (IT, PACS, 
Technologist, Engineer, Supervisor, etc.)?

Having a “trained” system operator

Would like to see training 
come to their facility 

More troubleshooting skills 

Presenter
Presentation Notes
End with “we hear you”
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sites contacted 
to engage the 

Biomedical Engineer group’s
10

All 10 sites
stated they need more
trouble shooting type 
training.

10 out of 10 sites 
stated that they have a
hard time leaving to 
attend class in Cary.

8 out of 10 sites 
stated they felt they
would benefit from an 
Applications class.

Presenter
Presentation Notes
Here is more specific feedback we received from our biomed customers attending a recent biomed training session at our Innovations customer symposium.
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Estimates provided by our downtime calculator found at:

https://usa.healthcare.siemens.com/customer-services/valuebeyondcost1/downtime-calculator

The users actual results may vary from these estimates, and Siemens Healthineers makes no warranty regarding the 
accuracy of such estimates.
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Average cost for 
a “down” room

CT One hour $995
One day $7,963

Three days $23,889

MRI One hour $457
One day $3,665

Three days $10,964

Angiograph
One hour $257

One day $2,057
Three days $6,171

Presenter
Presentation Notes
Lost revenue
Local hospital gave the following info (UNC Chapel Hill and downtime calculator)
CT 1 case every 15 mins
MRI 1 case every 45 mins
Angio 1 case per hour
Rad 1 case every 15 mins
Fluoro 1 case every 30 mins


https://usa.healthcare.siemens.com/customer-services/valuebeyondcost1/downtime-calculator
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Agenda
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• What is Clinical Education?

• Technical & Applications 
Support 

• Clinical Engineer Pain Points

• Customer Case Studies

• Meeting Future Education 
Challenges

• Q & A
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Presenter
Presentation Notes
Recap
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Case Study
Customer
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Case Study 1: 
“Images did not save”

• Technologist is using the Fluoro room for an Upper GI study 
and realizes none of their images saved during the case.

• Clinical Engineering is called in and makes a call into 
Technical Support.

• Biomed is onsite, but the technologist has left for the day.

• Issue extends to the next day to see what button they used 
to save the images.

• On day two, the technologist shows biomed which button 
they pushed, biomed calls back into speak to tech support, 
tech support conferences in Applications, and they find it 
was the wrong button.

Impact: Lost two days worth of patient revenue

Presenter
Presentation Notes
Hours lost – 
Technologist is using the fluoro room for an Upper GI study.
Post the Study the Technologist realizes none of their images saved during the case….
Technologist immediately calls Biomedical Department and states there is something wrong with the system.
Biomed runs through the system, and cannot find the images.
Images cannot be found, Biomedical Engineer calls into Technical Support at the Customer Care Center.
Images cannot be found, Applications support is brought into the conversation.
The Biomed is onsite at this point and the technologist that performed the case is not there.
Call extends to the next day to see what button they used to save the images.
In the mean time tech support looks at the logs with Biomed and see the fluoro but not saved images…..
Day two the technologist shows biomed which button they pushed, biomed calls back into speak to tech support, tech support conferences in Applications and they find it was the wrong button…
Impact: Lost two days worth of patients, not a system issue at all.
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Case Study 2: 
“The system lost my images”

• Technologist performs a chest exam and sends images to 
PACS. The Doctor requests an additional image, when 
the technologist goes back to the system she cannot find 
the images.

• Technologist calls into tech support.

• Tech support dispatches an engineer for the next day.

• Engineer cannot find the images and calls tech support 
who then escalates the case for further investigation.

• Via remote access, Applications identifies auto delete is 
on and the system is pretty full of un-archived images. 

Impact: System was not used for 3 days because 
the impression was the system “Lost” patients.

Presenter
Presentation Notes
-  Technologist performs a chest exam and sends images to PACS
The Doctor requests an additional image, when the technologist goes back to the system she cannot find the images.
Technologist calls into tech support as they feel there is something wrong with the system.
Based on the information provided, tech support sends out an engineer to “find” the images.
CSE cannot be onsite until the next day.
CSE arrives and he like the technologist cannot find the images.
CSE calls tech support who then escalates to the RSC support for further investigation.
RSC includes Applications whom looks into this further via remote access.
Applications sees auto delete is on and the system is pretty full of un-archived images, in turn the system auto deleted the images that had just been sent b/c the system needed space.
Impact: system was not used for 3 days because the impression was the system “Lost” patients.
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Case Study 3: 
“When sending my Fluoro loops, 

I receive a failed message”
• Technologist sends images and they do not send.
• Call is placed into Technical Support and all cases are 

stopped in the room.

• Technical Support finds that the process is correct for 
sending, the nodes are set up correctly, etc.

• An engineer is dispatched to work with IT and PACS.
• Engineer discovers that the port for sending is set up to 

“auto negotiate” but the port is set to 1G and makes the 
adjustment.

• Issue resolved, and images start sending to PACS.

Impact: System is down for a day and revenue lost.

Presenter
Presentation Notes
Technologist sends images like normal
Images do not send
Call is placed to service, cases are stopped in the room 
Cannot figure it out as RAD images are transferring
Trouble shoot over the phone with Tech support 
Find that via apps the process is correct for sending, the nodes are set up correctly etc..
Disp Engineer, to work with IT and PACS
Find that the port for sending is set up to “Auto negotiate” but the port is set to 1G, make the adjustment
Issue resolved, and images go to PACS
Impact: system is down for a day
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Case Study 4: 
“Ortho images do not align properly”
• System is set up and images display stitched on the system, 

but there appears to be a slight misalignment.

• Technologist adjusts and cannot seem to get the images 
just right.

• Tech calls for technical support to see if the system is “off”.

• Engineer is dispatched onsite.

• Remote assist helps display the images, and although an 
adjustment is needed, there are additional steps that can 
be followed.

• Steps reviewed, and successfully send images to the 
physician.

Impact: System downtime due to onsite 
technical support.

Presenter
Presentation Notes
System is set up and images exposed no issues
Images display stitched on the system, but there appears to be a slight misalignment
Technologist adjusts but is not sure why they are having to adjust and cannot seem to get the images just right
Tech calls for technical support to see if the system is “off”
CSE onsite to test and verify system function is fine
CSE calls apps support to review
Remote assist helps display the images and although an adjustment is needed there are additional steps that can be followed to adjust the long legs individually
Steps reviewed, and successfully send images to the physician
Impact: downtime due to onsite support 
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How do we minimize 
this disruption?

Presenter
Presentation Notes
So…
How do you minimize all this disruption in your organization? 
How do we prevent these same issues from making such a huge impact at your facility?
How can we (biomeds) help the technologist better identify or troubleshoot before a simple push of the wrong button leads to multiple days of down room?

At the end of the day, the clinical engineering dept has the greatest impact on the operational efficiency and the technologist has the greatest impact on clinical and productivity of each room.  Combined, you have financial impact on each room as a hospital revenue driver. 
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Market challenges impacting healthcare organizations

Outcomes

Costs

Shortage of Workforce

Enable Standardization

Financials performance Increase Efficiencies

Improved Patient Outcomes

Talent Retention & Growth

Presenter
Presentation Notes
Let’s look at some of the external trends that are driving OEM’s to expand their offerings to meet the needs of today’s organizations.
We listened closely to the industry and our customers and our research shows that these are the biggest challenges our customers face today in their organizations.
We listed earlier the pain points of our engineer and biomed customers, and the majority of their issues revolved around “lack of training” or “clinical background,” or “having someone come to their facility to provide training”. 
You have simply asked for help… help driving the things matter, better outcomes at lower costs. 

At Siemens Healthineers, our Education & Workforce Solutions team is focusing on addressing these trends in the areas of…

Shortage of Workforce
Fully trained and educated technologists delivering a high quality of care to supplement your the team

Financial Performance  
Eliminating training costs and decreased productivity during ramp-up phase by delivering a fully capable technologist ready to work upon deployment

Standardization 
With a Siemens trained technologist/trainer on staff to develop standardization of protocols decreasing down time and increasing productivity

Quality of Care 
Meeting increased demand with solutions that provide a higher level of diagnostic confidence and a sustainable best in class quality of care. 

Workflow and Process Efficiency
Increased efficiency of personnel management processes due to reduction in turnover rates and time to fill position. 

Clinical capabilities
77% of healthcare CEO’s regard creating a skilled workforce as a key business goal, while struggling to retain talent. The above solutions illustrate our approach to supporting in overcoming this challenge
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What does the future hold…*

25*Disclaimer: The products/features and/or service offerings (mentioned herein) are not commercially 
available in all countries and/or for all modalities. Their future availability cannot be guaranteed. 
Please contact your local Siemens Healthineers organization for further details.” 

Healthcare Education of Tomorrow…

Siemens 
Healthineers

VR

Share360

Presenter
Presentation Notes
As needs change and technology advances, we will continue to modernize our approach to education and training to meet customer expectations…
Advancements in your online / web-based access to education – 24/7
Cloud-based & Virtual/Augmented Reality – using time and space to train in the most efficient manner.
Unique supplemental staffing solutions.
Tailored technical training to empower your entire clinical engineering staff to maintain and service equipment on your own (within our new Share360 portfolio.)

If you have questions or would like to know more, come talk to us at the booth!
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How can your biomed/technologist partnership benefit you?
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Enabling 
better outcomes

at
lower costs

Presenter
Presentation Notes
To sum up our discussion, I believe (and hope you all do too!) that the key to a successful Biomed and Technologist Partnership is through education. 

As our case studies reveal, lost time from a down room due to resolving system issues inefficiently = hospital revenue money down the drain!

Education will lead to better outcomes… 
Service efficiency
Revenue
Workflow productivity
Better patient care/experience (not having to wait or change rooms / rescanning)

Thanks for your time and attention!
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Casey Greene
Education Development Specialist
XPRF
221 Gregson Dr.
Cary, NC.  27511
USA
P (919) 319-2683
E casey.greene@siemens-healthineers.com

Thank
You!

mailto:casey.greene@siemens-healthineers.com
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