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RADIOLOGISTS AND VASCULAR SURGEONS FORM 
UNIFIED PROGRAM
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hree years ago, Marianne 
Dess-Santoro, Executive 
Director of Patient 

Financial Services, and David J. 
Leffell, MD, Director of YMG, 
decided to improve the then-man-
ual process for tracking high-level 
patient complaints. A broad range of indi-
viduals including representatives from Billing 
Services, Marketing and the medical director 
instituted a streamlined, electronic system to 
support the YMG Office of Patient Advocacy. 
The Office is an interdepartmental entity 
focused on patient satisfaction.

Under the YMG system, when a patient 
complaint is received, it is immediately logged 
into the database, and then triaged to other 
departmental team members according to the 

type of issue. Most importantly, the 
patient is contacted that same day to 
inform him or her of the steps being 
taken to resolve the issue.

“Clinical departments are very 
responsive,” said Dess-Santoro. 
“When we call with an issue, they 

follow up and respond quickly back to us 
and to the patient as appropriate. The team 
and the process function very well.” 

Though 300 complaints over the past 
two and a half years may not seem like 
many (we have hundreds of thousands 
of patient interactions yearly), having the 
relevant information for each issue detailed in 
different fields allows reports to be generated 
that highlight possible issues with a service 

YMG ADVOCATES FOR OUR PATIENTS

T

he first thing co-direc-
tor Bauer Sumpio, 
MD, PhD, will say 

to you if you mention the 
Endovascular Center is that it 
shouldn’t be viewed in terms 
of just vascular repair, because 
it’s a multidisciplinary center 
encompassing wound heal-
ing and limb preservation 
as well. “Using the term 
‘endovascular’ might imply to 
some that we are just treating a 
blood vessel, but we are a true 
center, and we treat the whole 
patient,” he said. 

The center involves vascular surgeons, 
interventional radiologists, podiatric sur-
geons, and often plastic surgeons, or other 
surgical specialists. “We all work together 
to make sure the patient gets the best treat-
ment for his or her needs,” said co-direc-
tor John Aruny, MD. “The patient gets 

comprehensive, efficient care in one place 
and doesn’t need to make multiple appoint-
ments to see different specialists.”

The center is also creating new teaching 
paradigms by training residents across disci-
plines, and their multidisciplinary approach 
to vascular disease and wounds is receiving 

Robert Alpern, MD, Dean and Richard Levin, 
President.

here is a lot of excitement at Yale,” 
said nephrologist Robert Alpern, 
MD, who will become the 16th 

dean of the Yale School of Medicine 
on June 1, after six years as dean at the 
University of Texas Southwestern Medical 
School in Dallas. “I would never have left 
Southwestern for anything less than a great 
medical school. Yale’s reputation as well as 
the enthusiasm and intelligence of its faculty 
and students are exceptional.”

He also thinks Yale has a lot of untapped 
potential. “While Yale has certainly accom-
plished much as a medical school, I believe 
that with proper planning and an appropri-
ately aggressive strategy, there is potential for 
the development of many new programs and 
in particular for the clinical areas to develop 
more centers of excellence,” he said.

As dean and the Ruth W. and Milton P. 
Levy, Sr. Professor of Molecular Nephrology 
at Southwestern, Alpern had an excellent 
record of improving the educational pro-
gram at the school while also developing the 
scientific strength of the faculty and increas-
ing the quality and volume of the clinical 
services.

Nationally, Alpern has been elected to 
the American Society of Clinical Investigation 
and the Association of American Physicians 
and now serves on the Advisory Council 
of the National Institute of Diabetes and 
Digestive and Kidney Diseases. He was 
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Jocelyn Maminta of WTNH/Channel 8 at the Endovascular Center 
with Drs. Bauer Sumpio (left) and John Aruny, discussing CryoPlasty.
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RADIOLOGISTS AND VASCULAR 
SURGEONS (Continued)
national recognition as a study site for clinical 
trials dealing with related devices and medica-
tions.

The group of physicians has already 
made a name for themselves by being providers 
regionally for a number of services including 
CryoPlasty and subintimal angioplasty, as 
well as being a clinical trial location for new 
technology involving the vascular treatment 
of abdominal aortic aneurysms. They also 
provide carotid artery angioplasty stenting, 
and in fact, the center recently recruited vas-
cular surgeon Lynne Kelley, MD, who was a 
Marco Polo fellow and studied the procedure 
in Paris. 

In addition, the group was the first in 
the state to use cuffed prosthetic grafts and 
human umbilical vein grafts for patients who 
don’t have available veins, and were involved 
with placing the first retrievable inferior vena 
cava filter in Connecticut and the unusual 
treatment of a traumatic aortic transection 
with an endovascular graft as well. “We really 
are at the forefront of innovative techniques,” 
added Sumpio. “But it’s not just about being 
the first; our program is exceptional because 
of the scope of what we do and how well we 
do it, serving the patients’ needs and the aca-
demic medical center needs equally well.” 

For further information contact Dr. 
Sumpio at bauer.sumpio@yale.edu or 785-6217 or 
Dr. Aruny at 785-7026 or john.aruny@yale.edu.

area, department, physician, etc. Complaints 
are also assigned an opening and closing date, 
and the quality assurance process ensures all 
issues are addressed promptly.

“This process allows YMG to identify 
and correct problems within practices, and 
promptly respond to everyone involved,” 
said Janine Evans, Associate Director 
for Clinical Affairs, who reviews all issues 
monthly and directly oversees the Office of 
Patient Advocacy. “Our quick and informed 
response to the patient has a very positive 
impact on their perception of Yale.”

Further inquiry may be made to 
Marianne Dess-Santoro at 737-2678 or 
marianne.dess-santoro@yale.edu or Dr. 
Evans at janine.evans@yale.edu or 785-2140.
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ccording to marketing experts, 
consistent and constant use of 
our clinical practice identity is 

critical to its success. 
“The goal is for the public to 

immediately recognize the YMG iden-
tity whenever it is presented,” said Ann 
Freeman, Marketing Manager, YMG.  

With two-thirds of departments 
and sections now using 
the practice identity, it 
is important to be con-
sistent in use, both in 
print and online com-
munication.  To assist 
all users, two versions 
of a YMG identity standards manual 
have been created and may be found at 
www.yalemedicalgroup.org/standards/. 
One version is in technical language for 
graphic designers and the other is for 
every day users of Microsoft products 
(Word, PowerPoint). 

Also at this website, jpeg samples 
of each identity are available, along 
with formatted templates of letters, 
mailing labels, presentations and more.   
Please contact Ann Freeman, 785-6592 or 
ann.freeman@yale.edu with questions or 
for assistance.
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on the Council of the American Society of 
Nephrology from 1995 to 2002 and served as 
its President in 2001. 

Alpern is married to Patricia Preisig, a 
professor of internal medicine at Southwestern 
Medical Center who will also be joining the 
faculty of the medical school. They have two 
children, Rachelle and Kyle. Please join us in 
welcoming Dr. Alpern and his family.

For more information, visit www.yale 
medicalgroup.org/news/
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