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Orlando, Florida 

Terry Tinsley R.N., B.A. 
Clinical Nurse Manager 
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Underwood Surgery Center (USC) 
• Physician owned multi-specialty surgery center 

• Performs endoscopic procedures, surgeries 
involving colon and rectal, and orthopedic and 
plastic procedures  

• USC is a AAAHC accredited free-standing 
ambulatory surgery center (ASC) 
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USC Medical Staff 
• CRC (Colon and Rectal Clinic)’s six physicians 

and one nurse practitioner evaluate and treat 
patients in the outpatient clinic area 
 

• Our physicians practice in the ASC and other 
outpatient/inpatient hospital facilities in 
Orlando 
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Underwood Surgery Center Structure 
• 9 pre-op and recovery room bays  

• 3 Endo suites 

• 3 ORs 
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Underwood Surgery Center Structure 
• One Administrator 

• One Clinical Nurse Manager 

• One RN Scheduler 

• 6 physicians (Colon and 
Rectal Surgeons), 1 Plastic 
Surgeon, and 5 Orthopedic 
Surgeons 

• Full time staff: 6 RNs, 1 MA, 
3 OR techs 

• Part time/prn staff: 6 RNs, 3 
OR techs 
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Response Rate 

73% 

• 22 out of 30 surveys were completed 
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Survey Results 

Organizational Learning—
Continuous Improvement 

92% 
92% 

Management Support for 
Patient Safety 

89% 
88% 

Communication About 
Patient Information 

91% 
87% 

Staff Training 78% 
86% 
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Survey Results 

Teamwork 
86% 

80% 

Response to Mistakes 82% 
79% 

Staffing, Work Pressure, 
and Pace 

76% 
77% 

Communication Openness 85% 
77% 
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Reactions & Follow Up 
• Shared results during staff meetings and at 

quarterly board meeting with doctors  
 Surprised that staff might be afraid, and not feel at 

ease to speak up during a case 

 

• Staff encouraged to share suggestions of what 
improvements might be made 
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Communication in the 
Surgery/Procedure Room 

Just before the start of procedures, the doctor encouraged all 
team members to speak up at any time if they had any 
concerns.   

% Most of the time/Always  

65% 

40% 
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Changes Implemented 
1. Implementing a new Surgery Checklist    
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Changes Implemented 
2. Added colorful signs in each room with the  
phases from the checklist 



62 
62 

Communication Openness 

When we see someone with more authority doing something 
unsafe for patients, we speak up. 

% Most of the time/Always

87% 

74% 
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Change Implemented 

• Medical Director encouragement for more open 
communication and making the atmosphere 
more comfortable for speaking up 
 Meeting with physicians quarterly to emphasize this 

as a priority for leadership 
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Near-Miss Documentation 

When something happens that could harm the patient, but does 
not, how often is it documented in an incident or occurrence 
report? 

% Most of the time/Always 

88% 

100% 
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Change Implemented 

Basket of small gifts to reward staff for reporting 
problems, making suggestions, or going above and 
beyond 
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Going Forward 
• Report results at the 

quarterly provider/ 
management meetings  

• Share with staff 

• Re-survey September 2015 
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