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A cancer diagnosis often throws people
into unfamiliar territory, full of unknown
obstacles. In what can be an overwhelming
situation, an experienced guide helps.

That’s the job of a clinical care specialist
(CCS) at Huntsman Cancer Institute
(HCI). Each of HCI’s multidisciplinary
programs focuses on a specific type of 
cancer—brain, breast, gastrointestinal,
gynecological, head and neck, hematologic,
lymphoma, sarcoma, skin, spine, thoracic,
and urologic—and includes a CCS, who
has training in the specific cancer, as part
of its staff. The CCS organizes all aspects
of each patient’s visit, starting from the
first call to make an appointment. 

Before the appointment, the CCS sends
directions, maps, and other information to
help the patient prepare for the visit. The
CCS collects the patient’s medical records

and previous lab results so clinicians can
review them beforehand. This essential
member of the multidisciplinary team
coordinates same-day appointments with
all the doctors involved; sets up a visit
with an HCI social worker; and verifies
the patient’s insurance coverage, setting
an appointment with HCI financial coun-
selors if necessary. After preparing the
patient’s chart and other paperwork, the
CCS meets the patient face-to-face and
guides the patient through the day. 

“The CCSs are a patient’s first contact
with HCI. They calm anxieties, assess
needs, and generally take the patient
through all the requirements of that first
visit. I’ve heard patients refer to them as
superheroes,” says Gary Webster, who was
appointed manager of Multidisciplinary
Support at HCI in 2006. 

Clinical Care Specialists

Suada Neimarlija remembers her first day at
Huntsman Cancer Institute (HCI) as a patient 
of the multidisciplinary Gastrointestinal 
(GI) Program: 

“The first person to meet me and my family 
was Brad. He took us everywhere I had to go. I
didn’t have to worry about anything. I think he
even read my mind a little, knowing just what I
needed through the long day.”

She’s referring to Brad Bott, clinical care specialist
(CCS) for the GI Program. Psychic abilities
notwithstanding, CCSs at HCI offer this kind 
of care and attention to patients of all 12 multi-
disciplinary programs—gathering records,
scheduling lab tests, coordinating appointments,
and introducing new patients to their team of
cancer specialists. 

Suada, a native of Bosnia who fled the war there
with her husband and two children, is now a
United States citizen and 11-year resident of
Utah. When she was diagnosed with colon 
cancer in the summer of 2006, she knew she
needed to come to HCI. 

“It would be great if every hospital were like this,”
she says. “People are so gentle, so helpful. You
feel like you are the only one they are caring for.”

“This is the neatest place to work,” says Linda
Rogers, manager of Environmental Services at
Huntsman Cancer Institute (HCI). 

The word neat has a double meaning, and
both apply here. Thanks to HCI’s
Environmental Services team, the hospital is
clean and orderly—and thanks to the overall
teamwork among all levels of hospital staff,
working at HCI is also a great experience.
“Here, everybody treats people with respect
and dignity. We all live by that in this 
hospital—doctors, nurses, administrators, 
and housekeepers,” Rogers says.

Seven days a week, 24 hours a day, the
Environmental Services team of 33 people
leaves its mark throughout the research 
hospital and clinics. “We’ve calculated that
each member of our team cleans 11,000
square feet per day, including horizontal and
vertical surfaces,” says Rogers. Maintaining
the wood paneling, etched glass, and marble
floors in the hospital requires special cleaning
techniques. Thanks to the Environmental
Services crew, they look as good now as when
they were installed.

Patients think HCI is neat, too. Patient 
satisfaction ratings for the Environmental
Services staff have been at or above 95 percent
consistently. “As a team, we brainstorm 
new ways to keep nudging that up to 100
percent,” says Norma Jones, a supervisor in
Environmental Services. Crew members 

suggested adding little “hotel” touches such as
folding points into the tissues and paper towels
as part of their cleaning routine. They’ve
found that patients notice and appreciate the
extra effort. 

But even more than dusting and mopping, the
Environmental Services staff members make 
sure to give patients and their families personal
attention. They introduce themselves upon
entering the room. They let patients know
what they are doing and how long it will take.
They even make sure patients know how to
operate the bed controls, the nurse call button,
and the TV. The housekeepers, like everyone
else at HCI, do all they can to help make a
hospital stay or a clinic visit more comfortable
and more comforting, and that is really neat.

“We’ve been developing the CCS concept
since the cancer research hospital opened
in 2004,” says Webster. “By early 2007, we
expect every HCI mulitdisciplinary program
will have a CCS.” In addition to patient
coordination, the CCSs organize and 
coordinate weekly treatment planning 
conferences in which the multidisciplinary
team members meet to review each patient’s
case and determine the best individualized
treatment. They also assist with developing
a website and coordinate marketing and
patient education for their program. 

“In a sense, the CCS is the hub of each
multidisciplinary program—coordinating
the clinical and support teams, coordinating
every aspect of the patient’s care,” Webster
says. “They bring a much-needed personal
touch to each patient’s experience.”
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Clinical care specialists at HCI act as experienced 
guides, helping patients through the unfamiliar 
territory of cancer treatment.

The CCS is the hub of each
multidisciplinary program,
coordinating clinical and 
support teams through every
aspect of patient care.

Each of the 33 members of the Environmental Services
team cleans 11,000 square feet per day throughout
HCI’s research hospital and clinics.




