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• Bon Secours – Hampton Roads is part of Bon Secours Mercy Health, one of the 20 
largest health systems in the United States and the fifth-largest Catholic health system 
in the country.

• The ministry’s quality, compassionate care is provided by more than 60,000 associates 
serving communities in Florida, Kentucky, Maryland, New York, Ohio, South Carolina 
and Virginia, as well as throughout Ireland. 

• Bon Secours – Hampton Roads provides compassionate medical care through a 
network of hospitals, primary and specialty care practices, ambulatory care sites and 
continuing care facilities across the region, which includes Bon Secours Mary 
Immaculate Hospital, Bon Secours Maryview Medical Center, Bon Secours DePaul 
Medical Center and Bon Secours Southampton Medical Center. Consistent with its 
commitment to serve each patient with dignity, Bon Secours Mercy Health provides 
more than $2 million per day in community benefit. 

• The mission of Bon Secours – Hampton Roads is to extend the compassionate ministry 
of Jesus by improving the health and well-being of our communities and bring good 
help to those in need, especially people who are poor, dying and underserved.

Institutional Overview
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Team Members
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From January 01, 2019 to December 31, 2019 African American 
breast cancer patients at the Bon Secours Medical Oncology in 
Norfolk, VA had a 16% rate ofmissed/cancellations for both new 
patient and follow-up appointments. This impacts care by 
delaying diagnosis and treatment African Americanbreast cancer 
patients.

Problem Statement



Outcome Measure
Baseline data summary

Item Description
Measure: - Data retrieved from practice management software Athena for the calendar year 2019

- 2019 data was retrieved for 2 reasons:
1. 2019 was the last full year using Athena; in mid 2020 converted to EPIC scheduling and therefore      

unable to gain full year data
2. 2020 was skewed due to COVID affecting patient scheduling and visits

- Data evaluated on AA Breast Cancer Patients for missed and cancelled as documented in system

Patient population:
(Exclusions, if any)

African American women with breast cancer treated at Bon Secours Medical Oncology practice in Norfolk, 
VA in 2019.

Calculation methodology:
(i.e. numerator & denominator)

Numerator: Missed/Cancelled Appointment 
Denominator: Total Appointments (patients seen, missed and cancelled)

Data source: Practice Management Software /Athena

Data collection frequency: CY 2019 :   Monthly 2019
Bi -Monthly 2019
Quarterly 2019

Data limitations:
(if applicable)

Small sample size: (157 patients/187 appointments)



Outcome Measure
Baseline data



Aim Statement

Decrease the missed/cancelled appointment rate of African 
American breast cancer patients for new and follow-up 
appointments from 16%  to 10%  within 6 months.



Process map



Cause and Effect diagram

*Missed/Cancelled 
Appointments  

African American 
Breast Cancer Patients*
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Item Description

Measure: Percentage of African - American Breast Cancer Patients who participated in Weekly 
Transportation Barrier Assessment

Patient population:
(Exclusions, if any)

African American women with Breast cancer treated at Bon Secours Medical Oncology 
practice in Norfolk , VA  in April and May of 2021 identified as needing transportation 

Calculation methodology:
(i.e. numerator & denominator)

Numerator: Patients identified as needing transportation assistance 
Denominator: Total number of patients completing the steps of the  process

Data source: Nurse Navigator Barrier Needs Assessment 
SW Assessment 

Data collection frequency: April and May 2021: 
- Weekly 

Data limitations:
(if applicable)

Small sample size 

Process Measure
Diagnostic Data summary



Action Plan Form

Practice/Institution:  Bon Secours Medical Oncology/Bon Secours Mercy Health  Unit/Dept: Norfolk Location

Project AIM:  Identify transportation issues for all new and current African American Breast Cancer patients. 
Changes to Test and Implement to Reach your Aim: 

1.  Barrier assessment for every new and current AA Breast Cancer patients.

2.  Make appropriate referrals to Social Worker to intervene with transportation issues.

3.  Educate patients, significant others and caregivers on all available resources. 

Change 
#

PDSA 
Cycle 
Start and 
End Dates

Plan for Testing Each 
Change/Intervention

Describe what you think will need to do to:
A) Get ready to test this change

B) How you will carry out the test (include prediction)

Person 
Responsible 

Who Needs to be 
Involved?

Summary of Results

1. 4/1/2021 A.  The Nurse Navigator will ensure all new and current patients 
will have a transportation barrier assessment completed within 7 
days of their appointments.
B.  Social Worker to complete in depth assessment to evaluate 
transportation needs. 

Debbie Szabo Faren Frederick, Social Worker 122 patients( new and follow-up) evaluated 
(100%)

1b. 4/1/2021 A. Social Worker identifies resources for patients to make 
appropriate referral for transportation assistance. 

B. Social Worker to coordinate with resources(Lift, Medicaid 
Cab, Lees Friends and Community Resources).

Faren Frederick, Social 
Worker

Faren Frederick, Social Worker
Debbie Szabo
Practice Staff
Patient/Caregiver

All patients who required assistance were 
assessed

2. 5/3/2021 A. Development of education materials for 
patients/caregivers/medical staff. 

B. Education materials provided to patients/caregivers. 

Faren Frederick, Social 
Worker

Faren Frederick, Social Worker
Debbie Szabo
Practice Staff
Patient/Caregiver

All materials were developed and utilized to 
help empower patients 

Measure(s) to Monitor Progress: 

1. Percentage of patient that utilize the transportation assistance programs.

2. Percentage of AA Breast cancer patients who missed their appointments or cancelled.                          
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Process Measure
Change Data
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Summary of Patient Navigation Barrier Needs 
Assessment

Assessment of Needs:
Financial
Uninsured
Transportation
Communication
Non Compliance
Genetic Counseling
Clinical Research
Support Group
Lymphedema
Smoking Cessation
Home Health
Hospice
Sexuality

Nutrition
Rehabilitation
Palliative Care
Emotional 
Religious
Other
Legal
No Support
ACS referral



8 Question 
Transportation 
Assessment



Oncology 
Social 
Worker 
Mini 
Assessment 



Medicaid/Medicare Advantage Transportation Setup



Outcome Measure: Percent of Missed/Cancelled Appointments of 
African American Women with Breast Cancer at  Bon Secours Medical 
Oncology Practice Weekly Comparison for Q1, CY 2019 and CY2021
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Outcome Measure: Percent of Missed/Cancelled Appointments of 
African American Women with Breast Cancer at  Bon Secours 

Medical Oncology Practice CY2021 (January – May) n=122

0%

20%

40%

60%

80%

100%

1 2 3 4 5 6 7 8 9

PE
R

C
ET

N
AG

E 

WEEKS 

April & May 2019 (baseline) 
Pre Implementation of PDSA 

Percentage of missed /cancelled
Average of Missed/Cancelled Appointments

Average  27%

0%
10%
20%
30%
40%
50%
60%
70%
80%
90%

100%

1 2 3 4 5 6 7 8 9

PE
R

C
ET

N
AG

E

WEEKS 

April & May 2021 
Post Implementation PDSA  

Percentage of missed /cancelled
Average of Missed/Cancelled Appointments

Average 18%



Average 14%
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Next Steps Owner

Share process with staff and provide team education and staff meetings Debbie Johnson, 
Practice Administrator

Continue to track customer no-show trends Debbie Johnson,
Practice Administrator

Incorporate  transportation assessment form into all new patient forms to be 
completed with each new patient and follow-up visit

Medical Practice Front 
Desk Associates

Initiate referral to oncology social worker when transportation need is identifies 
via Oncology Social Worker Mini Assessment form and/or transportation 
assessment form

Debbie Szabo and 
Practice RN
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Next steps
Sustainability Plan
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1. Expanded barrier to care assessment administered by nurse navigator from 
initial visit to all visits to better identify changes in patients’ lives that could 
require social work intervention (i.e., transportation).

2. The strength of this intervention was that as staff were educated on this 
new process, they took ownership and carried it over for sustained change.

3. We were able to capture more patients needing referral to social worker for 
further evaluation.  The social worker in turn empowered patients by 
teaching them how to access available tools and resources (i.e., 
transportation). 

4. As a results of our intervention, patients who utilized the transportation 
resources increased, which led to decreased missed/cancelled 
appointments. 

Conclusion
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