
At yesterday’s general session, AHRA EF Chair Lori Burns 
took the stage to provide attendees with an update on EF 
happenings. For everyone who was not aware, Lori gave 
a great explanation of what the EF does and the types 
of programs your donations fund, including Partners in 
Learning and our various scholarships. 

AHRA’s CEO Ed Cronin then took the stage to recognize 
our generous vendor donors, including the Expanding 
Excellence campaign partners, who made multi-year 
commitments to the EF, and our 2015 Corporate Partners. 
If you haven’t already, you have one more chance to visit 
the exhibit hall today and show your appreciation for our 
vendor partners and their generous contributions to our 
association.

Ben Streff, Zones Sales Manager, Mid-Atlantic Zone of 
Fujifilm introduced our second keynote speaker, Mike 
Schlappi, Hall of Fame Gold Medalist, author, professional 
speaker, husband, and father of five.

Mike’s story is incredibly inspirational. Accidentally shot 
by his friend at a young age, Mike lost the use of his legs 
and had to re-position and re-navigate his life. He urged 

the audience to try to get into their patients’ worlds and 
see things the way their patients are seeing them - an 
important reminder to all of us.

Mike acknowledged that while not everyone has to 
overcome as big of a hurdle in their lives, everyone has 
challenges that are paralyzing. He urged attendees to 
discover what their “bullets” are and face them.

Our 43rd Annual Meeting and Exposition comes to 
a close today, and we hope you have learned a lot, 
reconnected with old friends, and made some new ones. 
(We also hope you haven’t lost too much money at the 
slots!) 

Make sure you stick around for our final keynote 
speaker, Brad Montgomery, and our Venetian Carnival 
Masquerade party. Eat, drink, and dance the night away 
with your peers to cap off the end of another successful 
AHRA Annual Meeting! See you next year in Nashville!

 p.s. We’re at 976 Facebook likes - let’s get to 1,000 
  by the end of the day!

Convention Daily

Wednesday, July 22, 2015

Highlights from Tuesday’s General Session and Keynote
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Once again, we have ‘wowed’ our attend-
ees, guests, and exhibitors here in Las Ve-
gas during the 2015 AHRA Annual Meet-
ing and Exposition. I hope you’ve enjoyed 
the conglomeration of inspiring stories of 
leadership and courage, customer service 
improvement, enhancing communica-
tion, and empowerment.

However, the best is yet to come. The 
magic continues today with more educa-
tion, networking, fun, and laughter as 
the “meeting of the decade” for AHRA 
ends with a huge bang tonight. Over one 
thousand of our attendees have come to 
expect the unexpected in the City of En-
tertainment (and Learning) of the World, 
Las Vegas.

Kudos to Gina Winters, Annual Meeting 
Design Team Chair, and her amazing De-
sign Team, to Conference Managers, and 
to all of this year’s volunteers for doing a 
top-notch job. Your dedication and com-
mitment deserve a standing ovation. Hats 
off to you all!  But for tonight, put on your 
masks to enjoy our Venetian Carnival Mas-
querade theme party.  I assure you that 
this last event of the Annual Meeting is 
going to be the most notable and will be 
dubbed as AHRA’s “party of the decade.”

A big standing ovation is in order for 
David Fox for a magnificent job leading 
our association this past year! Thank you 
for your strong leadership in pointing the 
association forward. Increased member-
ship, enhanced educational offerings, 
greater support from vendors and corpo-

rate sponsors, well-structured regulatory 
affairs, and the development of the new 
solid strategic plan serve as the symbols 
of a powerhouse in healthcare associa-
tions, thus making AHRA strong.  

As David passes the torch to me at the 
end of today’s session, I will begin work 
immediately with our board of directors 
to identify the characteristics that will 
make us the most effective and high-
performing board we can be. This can be 
accomplished by constantly focusing on 
governance. Creating a framework for 
a high-performing board includes best 
practices such as a greater allocation of 
time and board engagement with stra-
tegic planning and execution, develop-
ment of board performance metrics and 
evaluations, and a close concentration 
on talent development and succession 
planning.

Remember the television show “Hee Haw 
and Pop! Goes the Country”? It is not too 
early to mark your calendar for the 2016 
AHRA Annual Meeting and Exposition 
which will be held at the music capital of 
the USA: Nashville, TN. I assure you that 
it will be another fun, exciting, and high 
quality educational meeting that will add 
value to all members of this premier as-
sociation for medical imaging. 

I hope to see you again NEXT YEAR as we 
join together navigating through the next 
AHRA JOURNEY! Let’s make it happen!

A Note From Your New President

AHRA Staff
The following AHRA staff are on site this week. If you have any questions, please 

feel free to ask any of them for assistance: Edward Cronin, CEO; 
Kerri Hart-Morris, Associate Editor; Debra Murphy, Communications and 

Publications Director; Sarah Murray, Executive Assistant; Jillian Nanof 
Membership Coordinator; and Mike Suddendorf, Marketing Director.

Ernie Cerdena, CRA, FAHRA
2015-2016 President
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Wooing Patients - Wowing the Bottom Line
Tina Rudisill and Gail Schwartz led 
a great session aimed at giving us 
the tools we need to develop and 
sustain our own unique service 
culture, also referred to as a “woo 
plan.”  When we successfully do 
this we attract and retain more 
customers, experience better 
patient outcomes, attract and 
retain the right employees, achieve 
higher patient satisfaction scores, 

and boost the bottom line.

Tina and Gail asked us to describe some of our best woo-
ing strategies in our personal lives and then asked us to 
take the art of wooing and relate that to our patients. 
Studies have shown that 95% of our mental processing 
takes place unconsciously, and only 5% of our patients’ 
decisions are based on rational thought. How patients 
“feel” when they are in our organizations is so important. 
But to really woo it takes more than a village - it takes a 
unique service culture.

A unique service culture is offering particularly remark-
able assistance to our customers so consistently and at 
every level that it significantly contributes to the distinc-
tive style of our practice or brand and ultimately drives 
business. When we get it right it will impact our entire 
organization. We don’t do a great job of asking what our 
customers want, and we need to continually monitor our 
employees’ customer service skills. If customer service is 
so important, we should be talking about it all the time. 
We have to figure out how to keep the care in healthcare.

To create our unique service culture we need to look at 
our current team. It takes the right people. Just because 
someone is good at their job it doesn’t mean that they 
are a great fit for our companies. We also need to invite 
the right service-minded individuals to join our family. 
They must be both a skill set and culture match. Once we 
have the right people in place, we need to really look at 
the unique part of the equation.

Unless we do something remarkable, patients won’t re-
member us. The speakers talked to us about a book called 

Purple Cow by Seth Godin. It’s about transforming our 
businesses by being remarkable. If we don’t know what 
makes us different and remarkable, how can we expect 
our patients, referring physicians, or recruits to get it? 
What differentiates your organization/department? You 
have to figure it out or risk becoming invisible. Or even 
worse, a commodity!

It’s important to remember we are really in two industries 
- healthcare and hospitality. We looked at a leader in the 
hospitality industry - The Ritz Carlton. Look at other in-
dustries and see what they do well. Many of these things 
can be applied in healthcare and it often costs very little.

Tina and Gail then spoke to us about creating a Shared 
Purpose Statement. There are three steps to do this:

1. What can we and our customers work on together?
2. Create a natural expression of who we are and and 
what we stand for.
3. How can we connect how we make money with how 
we contribute to the world?

Next, we need to assess our current experiences. We 
learned about the Experience Chain, which is a great tool 
to dissect the current guest touch points. When you do 
this, be sure to think differentiation, memorable, remark-
able. All of this wooing does drive the bottom line. Great 
service leads to great reviews. 50% of patients reported 
selecting a physician based on good reviews and 72% 
avoided a physician based on bad reviews. 46% said 
it only takes 2-5 bad reviews out of 100 to sway their 
opinions. Studies have also shown that increased focus 
on patient and employee satisfaction results in increased 
revenue. A JD Power study showed that hospitals scoring 
in the top quartile in satisfaction had over two times the 
margin of those at the bottom.

Whether we like it or not, this is an important part of our 
business now. Do we really want patients basing their de-
cisions on where they go based on cost alone? We need 
to work hard at finding those things that differentiate us 
so that our patients can have a unique experience. Let’s 
get to wooing!

Carrie Stiles, BS, RT(R)(CT)
cstiles@houstonmethodist.

org



2015 Corporate Partners
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PrESidENT’S CirCLE

dirECTor’S CirCLE

The AHRA and AHRA Education Foundations Boards of Directors would like to thank the following corporate 
partners for their support of the Education Foundation!



WHEN AND WHERE YOU NEED US
Insight Imaging Mobile Solutions, which is part of the Center for Diagnostic 
Imaging (CDI) network, is a national leader in mobile, parked and fixed-site 
diagnostic imaging solutions with a focus on patient care. 

Whether it’s a Mobile MRI or PET/CT, you’ll benefit from:

• Flexibility: Long-term and Short-term Solutions 

• Expertise and Support Services 

• Quality Assurance 

Bringing Advanced 
Imaging Services 
to Communities 
Across the U.S.

Stop by our booth (629) to learn more or simply to charge your phone!

Sales@InsightHealth.com
888.643.5007
myCDI.com/Mobile
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Corrections and Updates
Please note the following changes:

Expo Enterprise Inc.
Booth 228
3560 Polaris Ave, #27
Las Vegas, NV 89103
 
Precision Image Analysis
Booth 127
303 Park Place Center, Ste G131
Kirkland, WA
98033
www.piamedical.com

Spy for a Prize
TODAY: Wednesday, July 22
Play for the chance to win four free hotel nights, room 
and tax only, at the Gaylord Opryland in Nashville, TN 
during the 2016 Annual Meeting, or a gift basket from the 
city of Nashville which contains items worth over $1000! 
Use decoder glasses to view the hidden words on each 
sign, unscramble the sentence, and write it on your pro-
vided card for your chance to win! Make sure you check 
your phone or email on Wednesday afternoon to see if 
you are a winner!     

Tuesday’s Hot Spot! winners: (Left) Amanda Swift, Cedars-Sinai Medical Center, Los Angeles, CA at Desert Radiolo-
gists, Booth #626; (Right) Dwayne Richardson, CRA, Placentia Linda Hospital, Placentia, CA at Hitachi Medical Systems 
America, Inc., Booth #1221

EXHIBIT HALL SCHEDULE

11am-1:30 pm: 
Hall Open 

11:30am-11:45am: 
Hot Spot! Drawing

12:00 pm - 1:30 pm
Lunch Served in Exhibit Hall

12:45pm-1:00pm:
Hot Spot! Drawing

1:30pm: 
Product Showcase Passport Drawing & Announcement

Raffles throughout the day

www.piamedical.com


DR
 Digital
 Radiography

US
 Ultrasound
 System

Visit us at Booth #1425

CT
 Computed
 Tomography

Digital Radiography, www.samsung.com/us/business/health-medical/digital-radiography
Ultrasound System, www.samsung.com/us/business/health-medical/ultrasound
Computed Tomography,  www.neurologica.com
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• Ensure the safe and effective delivery of 
radiation;

• Optimize image quality and patient dose;
• Provide essential protocol review for CT, MRI 

and other imaging studies;
• Develop and oversee your quality control 

program;
• Ensure regulatory compliance, including 

accrediting bodies;
• Provide expertise to ensure best value in the 

purchase of expensive equipment;
• Improve operation and maintenance cost 

effectiveness.

Be sure that a clinically Qualified Medical 
Physicist is sitting at your table.

Who’s Missing
From Your Table?

AMERICAN ASSOCIATION
of PHYSICISTS IN MEDICINE REGISTRYTo verify that your physicist is a clinical QMP,

visit www.crcpd.org/QMP/.

Thank You, design Team!
On behalf of everyone at AHRA and all 
of the 2015 Annual Meeting attend-
ees, we’d like to extend a huge “THANK 
YOU!!” to this year’s Design Team for your 
unwavering and enthusiastic dedication 
and efforts toward the success of this 
conference. A debt of gratitude is owed 
to this year’s Design Team Chair, Gina 
Winters, and her team:  Kyle Kellum, Tom 
Wall, Mark Toatley, Gina Greenwood, Vicki 
Novick, Dave Partridge, Jason Scott, Rita 
Baker, Mark Feeley, and Karla Kenefake-
Hymans.

AHRA would also like to extend our 
deepest thanks to Conference Manag-
ers for their commitment, support, and 
wisdom in executing this event. 



AHRA 2015 ANNUAL MEETING & EXPOSITION  •  JULY 20-22 
Sands Expo Center, Las Vegas, Nevada  •  Visit us at Booth #1217

MAKING THE INVISIBLE VISIBLE
Visit us at AHRA 2015
and see why the
RADspeed DR is ranked #1
“BEST in KLAS” for
Digital X-Ray category
�ve out of six years!*

“BEST in KLAS”
2009, 2010, 2011, 2012, 2014



Employee Engagement: A Panel discussion
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The session “Employee Engage-
ment:  A Panel Discussion,” was an 
interesting and thought provoking 
presentation that focused on how 
engaged employees can lead to a 
more positive work environment. 

All three panelists, Michael Janis, 
Carolyn Pfiffner, and Lori Thies, 
brought ideas on how they have 
improved their employee en-
gagement scores. Many common 
themes were present:

Leadership:  There needs to be a strong leader that is 
focused on improving the scores and motivating oth-
ers to their full potential. 
Better outcomes:  Engaged staff leads to engaged 

1.

2.

patients, which leads to better patient and staff out-
comes. 
Celebrate successes:  By celebrating successes, staff 
feel a sense of motivation to be more involved with 
the engagement of the department.
Team unity:  A unified team approach is vital to in-
crease engagement scores.
Increased patient satisfaction scores:  Research 
has shown that a happy work environment leads to 
higher patient satisfaction scores. 
Culture:  Getting employee “buy in” will lead to an 
engaged culture.

By attending this session, attendees enhanced their 
knowledge on ways to improve their departments. By 
focusing on employee engagement, a more efficient and 
effective work environment will exist.

3.

4.

5.

6.Jason Scott, CRA, FAHRA
jscott@witham.org

 FREE Registration to the AHRA 2016 Annual Meeting 
 Drawing date: WEDNESDAY, JULY 22
 (Closing Session)

Congratulations to Kristy Trent, yesterday’s winner of the Hitachi Toolkit, donated by Hitachi!

AHRA Education Foundation Raffle
1 Ticket for $5 or 10 Tickets for $20

Enter to WIN these fabulous prizes!
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Mallinckrodt contrast media products are now available through Liebel-Flarsheim, a Mallinckrodt company.
Mallinckrodt, the “M” brand mark, the Mallinckrodt Pharmaceuticals logo and other brands are trademarks 
of a Mallinckrodt company. © 2015 Mallinckrodt.

Schedule your free 
virtual demo today.

For more information, or to schedule a free 

virtual demonstration of a contrast delivery 

system, please contact Mallinckrodt at 

866.223.4434 or via email at 

injectordemo@mallinckrodt.com. 

Mallinckrodt contrast delivery systems are all part of the OptiSuite™ Imaging System — a platform of products intelligently 

and purposefully integrated to help streamline your workflow and give you more time to optimize confidence in patient care.

When medical staff and equipment work together the way 

they should, the result is a less labor-intensive imaging 

protocol, and focused patient care. That’s the philosophy 

behind the OptiVantage™, OptiStar™ Elite and Angiomat™ 

Illumena™ contrast delivery systems. Each is designed for 

flexibility, efficiency and safety in all imaging modalities, 

with select injectors including features such as: 

 Controls at the powerhead, for programming and control  

 of injections and patency checks at the patient bedside

 Patency CheckTM feature, for verification of proper stick 

 and vascular patency at the patient bedside

 Battery-free operation, to eliminate time and cost of battery  

 charging and replacement

 Easy operation, with the ability to use prefilled syringes

See how our delivery
systems are designed to
work the way you work.

Visit us at Booth #822
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Continental Breakfast
7:00 AM - 8:30 AM (Ballroom Foyers)

Exhibitor Symposium: Digital Radiography – Your Market-
ing Opportunity
7:15 AM - 8:15 AM  (Lando 4205/4206/4305/4306)
Coffee service provided
Generously sponsored by

Breakout Sessions 8:30 AM - 9:30 AM
MRI Safety Audits as a Tool for Mitigating Risk (Delfino 
4001/4002)
Increasing Radiology Value Through Enterprise Imaging 
— A Case Study (Lando 4201/4202)
Army Radiology — 20 Years of Peacekeeping and Wartime 
Radiology (Delfino 4003/4004/4103/4104)
Style Matters (Delfino 4101/4102)
Joint Commission Debuts New and Revised Diagnostic 
Imaging Standards (Delfino 4005/4006/4105/4106)
The Value of IAC Accreditation (Lando 4203/4204)

Beverage Break 9:30 AM - 10:00 AM (Level 4 Foyer)

Breakout Sessions 10:00 AM - 11:00 AM
Road to the Executive Suite — A Panel Discussion 
of Different Roads to Get There (Repeat) (Delfino 
4005/4006/4105/4106)
New Accreditation Requirements for Imaging (Repeat) 
(Delfino 4003/4004/4103/4104)
VNA: The Keys to a Successful Enterprise Image Archive 
(Delfino 4001/4002)
Breast Center Players and Communication in Mammogra-
phy Leadership (Lando 4201/4202)
Leading by Listening: Helping Your Customers Be Success-
ful (Delfino 4101/4102)
Imaging Utilization Consideration in a Population Health 
Climate (Lando 4203/4204)
Managing Healthcare Labor: Radiology and Beyond—It 
Takes a Team Approach (Lando 4301/4302)

•

•

•

•
•

•

•

•

•

•

•

•

•

JUST ADDED: “Take This Job and Shove It!” Preventing and 
Dealing with Burnout (Lando 4303/4304)

Exhibitor Symposium: Patient/Staff Radiation and MRI 
Safety in Radiology
2:00 PM - 3:00 PM (Lando 4205/4206/4305/4306)
Generously sponsored by:

Breakout Sessions 2:00 PM - 3:00 PM
Final 2015 Joint Commission Standards for Radiology—
How to Ensure Your Facility Is Prepared (Repeat) (Delfino 
4003/4004/4103/4104)
Cultural Compass: Our Journey to True North (Delfino 
4001/4002)
Emerging Collaboration Models Between Radiology Group 
Entities and Hospitals and Health Systems Resulting in 
Valued Partner Relationships (Lando 4201/4202)
The Radiology Workforce: Results of 2015 ACR Survey 
(Delfino 4101/4102)
Advancing Safety in a Multi-Hospital System (Delfino 
4005/4006/4105/4106)
Are You the Leader You Want to Be? (Lando 4203/4204)

Beverage Break 3:00 PM - 3:30 PM (Palazzo Ballroom, I-P 
Lobby)

Closing Business Session and Keynote: Laugh-O-Nomics 
— Connecting Happiness at Work to Business Success
3:30 PM - 5:30 PM (Palazzo I-P)
Generously sponsored by

AHRA’s Venetian Carnival Masquerade Party
7:00 PM - 10:00 PM (Palazzo Ballroom, A-H)

•

•

•

•

•

•

•
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The Medical Physics Experts

®PHYSICS
WEST

See you next year!
AHRA 2016 Annual Meeting

Gaylord Opryland, Nashville, TN
July 31 - August 3

Looking for this year’s photos?
www.digiproofs.com | password: AHRA2015

http://www.digiproofs.com

