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Real-time expert support 
during an imaging exam 
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Chad Moser RT(R)(MR)
Lead MRI Technologist
PACS Administrator

Eric Wangsness RT(R)(CT)
Lead Imaging Technologist
Assistant PACS Administrator

Where
Huron Regional Medical Center
Huron, SD, USA

Solution
Philips On Demand Clinical 
Support for real-time 
meaningful expert guidance,  
including during a scan

The imaging team at Huron Regional Medical 
Center knew that when its new Philips MR 
Ingenia Ambition 1.5T X system was being 
installed, they were also getting something 
else fundamental to their ongoing success 
with this new technology. Philips On Demand 
Clinical Support has allowed them to get 
expert guidance during complex scans, 
support less-experienced technologists 
during a scan, and receive application training 
that is the closest thing to being in-person. 

Meaningful support makes all the difference 
Chad Moser, Lead MRI Technologist, explains the difference from other 
types of imaging support he’s used to. “I thought it would just  be us on 
the phone while a Philips specialist ran our screen. I didn’t realize we’d 
have  a face to look at, a voice to talk to – all on the same system that is 
directly connected to the MR system. I wasn’t expecting that to be so 
comprehensive and well done. It’s definitely a partnership.”

Challenge
The team wanted to be sure it 
was making the most of its new 
Philips MR imaging system from 
the start in order to best serve 
the community
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Huron Regional Medical Center is an independently owned critical 
access hospital with 25 inpatient beds serving seven counties in Huron, 
South Dakota. Says Eric Wangsness, Lead Imaging Technologist, 
“We’re a small rural hospital. We’re 60 miles away from the next 
facility and 120 miles away from the Level 1 trauma center. We have  
to be able to keep up, and keep our referring physicians happy with 
the quality of the images we’re able to provide.”

Lumbar, knee and brain scans make up most of Huron’s MR exams, 
along with lower extremity MR angiography because of the high 
incidence of diabetes in the community. With the new MR Ingenia 
Ambition 1.5T X system and On Demand Clinical Support, the team 
feels comfortable expanding the types of MR exams they can offer, 
such as prostate scans. Says Moser, “We couldn’t have done that  
with our old MR system.”

Ingenia Ambition 1.5T X helps facilities excel in their daily MR services, helium-free.

High-quality images that serve  
the community
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No comparison on level of support 
In thinking about how other types of support from 
the previous MR vendor compare to On Demand 
Clinical Support, Wangsness says, “There’s no 
comparison. We never really had an option like that 
at all with our previous scanner. We could call and 
get some help, but nothing on demand.” 

Moser agrees.“With Philips, the application 
specialists can get on our machine and look around 
and move around on-screen with us. With our 
previous system, if you called about an application, 
we would typically not get an answer other than an 
answering service. The other company would call us 
back, and that would typically take a day. We didn’t 
use the support much, because it took too long to 
use it. They had sold us a clinical application and 
never showed us how to use it.”  

Smart from  
the start 
It’s not just advances such as the BlueSeal magnet, 
generous bore size, Compressed SENSE for speed, 
2D and 3D scanning, easy siting, and an in-bore 
immersive experience to comfort and calm patients 
that make the MR Ingenia Ambition 1.5T X such 
a good fit for the facility. “SmartExam means the 
routine scanning is kind of handled for you in a 
sense, because the machine is smart enough to get 
you started,” says Moser. “We’re confident that with 
SmartExam even our less experienced technologist  
is able to perform a scan on his own. In the end,  
it’s just a lot easier to run than our last scanner.” 

In considering the difference On Demand Clinical 
Support has made for Huron Regional Medical 
Center, Moser says, ”We have the confidence to 
know that there’s someone to call if we need help. 
That alone gives me the confidence to take on a 
scan, knowing that I have help if I want it. When I’m 
away from the hospital, the other techs who have 
less experience have someone who has their back. 
We use On Demand Clinical Support, and it works.”

That alone gives me the 
confidence to take on a  
scan, knowing that I have 
help if I want it.”

Chad Moser RT(R)(MR) 
Lead MRI Technologist  
PACS Administrator 
Huron Regional Medical Center 
Huron, SD

High-quality images that serve  
the community

“

Increased confidence
Advanced technology is constantly being  
introduced to enhance medical imaging.  
That’s both an opportunity and a challenge.  
On Demand Clinical Support means the imaging 
team can collaborate with clinical experts in real 
time to build confidence and help accelerate 
adoption of various clinical applications. 

Support is initiated through the Philips Customer 
Care Solution Center. The team at Huron combines 
two-way voice and video communication with 
console screen-sharing. This meaningful expert 
support has proven very valuable. Says Moser,  
“This accelerates our ability to use things that  
we’ve never used before because we have this 
expert advice supporting us. On Demand  
Clinical Support gives us confidence.” 
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Support during an out-of-the ordinary scan type
Wangsness recalls a recent example that helps 
demonstrate the value of the support. “We don’t do 
many finger scans here. Working with On Demand 
Clinical Support on the fly, we were able to optimize 
the protocols and I got higher-quality images than 
I would have been able to get on my own,” he says. 
“The amount of knowledge and expertise that I had 
available to me made the difference. There was no 
question about having to reschedule the patient, 
needing a retake or missing something on the scan.”

Enhanced imaging brings value to patients  
and referring physicians
Moser points out the value of high-quality imaging, 
saying, “I scanned a patient who had thoracic spine 
pain. On the localizer I saw that she had what 
appeared to be a tumor to the side of the chest wall. 
We found the primary diagnosis of tumor in her chest 
while we were scanning her back, and so she got 
better care because I was able to show that tumor 
better than I would have been able to before. We 
have a good reputation here for finding those types 
of things. Physician confidence in us has gone up.”

Talk with your Philips representative about 
what Philips On Demand Clinical Support 
can do for you.

Results from case studies are not predictive of results in other cases. 
Results in other cases may vary.

A commitment to success
Moser explains the commitment they feel.  
“Philips has not let us fail. They make sure that we 
do not fail in any area of our scanning, including 
training and support,” he says. “On Demand Clinical 
Support is like having clinical application specialists 
right there with us in situations where we need 
them. No other vendor has done that for us to this 
extent. It’s almost like they’re working here with us.” 

Wangsness elaborates: “You’re talking with them, 
and you can do video if you want. The experts 
online are looking at our images, looking at our 
scan protocols, and it’s the next best thing to having 
someone there face-to-face. The specialist can help 
me control the scanner, observing and helping  
when needed. When the patient is on the scanner 
and we can have a little bit faster speed because  
of the expert support, it also helps us be sure that 
the patient was scanned right.” 

Working with On Demand Clinical Support , we were 
able to optimize the protocols and I got higher-quality 
images .... The amount of knowledge and expertise  
that I had available to me made the difference.”
Eric Wangsness RT(R)(CT)
Lead Imaging Technologist, Assistant PACS Administrator
Huron Regional Medical Center, Huron, SD
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