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Problem Statement
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2) Kroshinsky D, Cotliar J, Hughey LC, Shinkai K, Fox LP. Association of Dermatology Consultation With Accuracy of Cutaneous Disorder Diagnoses in Hospitalized 
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Clinical Process Improvement Leadership Program (CPIP)

Throughout the United States, Black and Hispanic patients are less likely to receive dermatologic 
subspecialty care than white patients.1

At Brigham and Women’s Hospital’s main outpatient dermatology clinic, 221 Longwood Ave, the patient 
population does not reflect the diversity of the city of Boston. 

One entrance into dermatology follows primary care referral. Black and Hispanic patients are 11 and 
19% less likely than white patients to be referred by BWH primary care physicians to dermatology for 
care. And when they are referred, 7-8% less likely to complete their appointment.

Care from a dermatology specialist frequently changes diagnosis, management, and improves outcomes,2

and the dermatologic needs of our community are not being served by current processes of referral at 
MGB.
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Context 
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Process Map: 
Patient Scheduling 
after PCP Referral
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Reduced 
representation of 

Black and Hispanic 
patients at BWH 
Dermatology 221 

Longwood Ave

Accepted payor mix

Primary Drivers/
Contributing Factors

Secondary Drivers/
Root Causes

Outreach: 
Many patients of 

color are not 
told that 

dermatology is 
not for them

Clinic logistics: 
Patients cannot 
be seen in clinic 

Practices are difficult to 
access by public 

transport/limited parking  

Dermatology does not conduct 
outreach to or integrate into  

Communities of color 

Patient not aware that a dermatology 
referral has been placed or not 

explained importance of referral

Dermatology does not 
emphasize risk of skin cancer 

in patients of color 

Patients’ insurance is 
not accepted by BWH 

Hours of practice 
limit access 

Co-pays pose significant 
obstacle 

Small parking lot with 
valet, traffic 

Costs to keeping office 
open (security) 

Staffing limitation 

Attending limitations 

Historical and 
current racist 
perceptions in 

the medical 
community

Scheduling barriers: 
Patients have 

difficulty scheduling 
appointments 

New patient coordinators and practice 
administrators very busy with high call volume

Limited resources and inefficiencies in 
current systems practices for 

communicating with non-English speakers.

Problem Insufficient time in PCP 
visits to explain 
importance of 
dermatology
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Year 1 Accomplishments - Overview

UAR Symposium: October 27, 2022

1. Change of Epic orders
2. Launch of a Spanish-Language Website
3. Hiring of a Spanish-speaking full time scheduler/PAII 
4. Expansion of Blum Van Sites 
5. Community health education initiatives 
6. Spanish-language dermatology information and pamphlets 
7. Afro-texture hair pamphlets  
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Year 1 Accomplishments – PROCESS METRICS 
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Year 1 Accomplishments – PROCESS METRICS 

UAR Symposium: October 27, 2022
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• September Scheduling Data: 
▪ 23 pts scheduled 
▪ 18 pt voice messages
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Year 1 Accomplishments – PROCESS METRICS

UAR Symposium: October 27, 2022

1. Change of Epic orders
2. Launch of a Spanish-Language Website
3. Hiring of a Spanish-speaking full time scheduler/PAII 
4. Expansion of Blum Van Sites

o Brookside: 
o 38 patients seen 
o 12 pts referred 
o 8 pts referred for bx

o Quincy: 
o 60 pts seen
o 20 pts referred   
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Year 1 Challenges

UAR Symposium: October 27, 2022

• Challenges with hiring and staffing 
• Medumo logistic difficulties 
• Metrics challenges 
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Looking Ahead: Plans for Year 2

UAR Symposium: October 27, 2022

• We will be pivoting to media materials: 
▪ Hair pamphlets 
▪ Popular Opinion Leaders in Hidradenitis Suppurativa 
▪ Outreach outside of dermatology:

– OB/GYN 
– ED 
– Primary Care 



Appendix
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Team Members
Name Credentials

Role/Discipline (i.e. hospitalist, nurse 
manager, analyst, etc.)

Note ‘yes’ if a 
Resident

Note “yes” if MD/Clinician met 
participation requirements*

Project Leaders:

Alexandra Charrow MD Attending Dermatologist Yes

Tony Verrico MA Practice Manager Yes

Diana Bartenstein Reusch MD Resident Dermatologist Yes Yes

Team Members:

Yosaris Rodriguez Senior Application Analyst PM

Ashlyn Hogan MS Practice Administrator Previous CPIP graduate

Michelle Somers Project Manager 

Christina Lopez Medical student 

Vinod Nambudiri MD MBA Attending Dermatologist 

Project Sponsors:

Eleni Halepakis 

Coach:

Caitlin Donohue 
Clinical Process Improvement Leadership Program (CPIP)




