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Purpose Matters 
Purpose matters. 
Not only is this 
the name of 
our corporate 
newsletter, it is 
quite simply why 
we do, what we 
do, every day. Our 
purpose is to care 
for people: our 

patients, their families and one another. 
To truly care for people requires purpose 
and a clear direction. 

Each year, we work with leaders to set a 
clear direction for our company. These are 
the key imperatives connected directly to 
our five pillars: quality, people, service, 
growth and financial. In your facility, clinic 
or department, your work contributes 
to these imperatives: continuous quality 
improvement; retaining and attracting 
talent; successful Epic implementation; 
growth through acquisition and 
expanding outpatient services; and 
achieving our budget. 

Central to the success of our 
organization’s ability to remain focused on 
these key imperatives is clear, concise and 
consistent communication. I’m pleased to 
introduce Purpose Matters as one of our 
vehicles to provide communication from 
our corporate office to our markets. This 
is intended as a timely, monthly update 
on company news, stories that connect 
us with our purpose and important 
information to share with employees. 
Please distribute this newsletter 
throughout your organization as an 
extension of our communications team. 

Together, we have the power to 
change lives – each person and every 
experience.  

CONNECTtoPURPOSE
In big, small and thoughtful ways, 
we have the power to make a 
difference. Terry Tallant in the 
BSA Facilities Department found 
one way to make a day brighter 
for some of BSA’s youngest 
patients.

Terry met Karley, a pediatric 
patient, while repairing a 
refrigerator. “I instantly had a 
connection with her,” said Terry 

of taking the time to visit with Karley and learn more about her. He had an 
idea to lift the spirits of Karley and the other patients, their families and the 
staff.  Terry worked with the pediatric unit and the marketing department to 
make the necessary arrangements.

When Karley went out to the hospital courtyard for a walk, tethered to 
tubes and reminders of her hospitalization, she noticed something that 
took all of that away. Perhaps it was the sparkle of red sequins, the unusual 
crowd of people or the look on Terry’s face. Terry had invited the Tascosa 
High School dance team to perform for the children. The reaction from 
everyone in the courtyard was pure joy. 

“I knew she loved dance, so I wanted to bring in a dance team that she was 
able to interact with while she was on her daily walk,” said Terry.  

As the dancers performed, Karley mimicked their routine, looking back 
laughingly at Terry and her nurses. Terry’s thoughtful gesture showed Karley 
and all those involved that there is more to healing than medicine. 
Watch the story here.

Email Scams
Be aware of email phishing that aims to target employees through 
fraudulent email messages. Never open attachments or click on links 
that you are not expecting. 

Be sure to report suspicious emails to the following: for Corporate,  
New Mexico, and Oklahoma markets mail.abuse@ardenthealth.com; 
for BSA Market MailAdmin@bsahs.org; 
for America’s Division Spam.Alert@lhphospitalgroup.com. 

Click here for additional information and examples of email phishing.

https://www.youtube.com/watch?v=j-qCsU0oU2k&feature=youtu.be
mailto:mail.abuse@ardenthealth.com
mailto:MailAdmin@bsahs.org
mailto:Spam.Alert@lhphospitalgroup.com
http://ardenthealthsolutions.com/newsletter_docs/Email_Phishing.pdf
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A woman named Donna arrived at a 
competing emergency department in 
immense pain. More than facing two 
hours until she would be seen, what 
bothered Donna greatly was that the 
staff seem unconcerned about her severe 
discomfort. With the help of her husband, 
she went to one of our hospitals, where 
she was taken back to a room quickly due 
to her pain level. A nurse brought her a 
washcloth for her head and continued 
to ask how she could help. The provider 
kept Donna updated on what to expect. 

When it was determined Donna would 
need to later return for a surgical 
procedure, she decided to come to our 
hospital instead of the hospital across the 
street, where she works.

On average, one patient arrives every 
minute at one of our emergency 
departments. How are we greeting them 
and acknowledging their concerns? 
How are we keeping them informed 
throughout their visit? How are we taking 
action on concerns shared by our staff?

As a company, we identified an 
opportunity to set a customer service 
standard to ensure patients and their 
families receive the service they deserve. 
Ardent Service Excellence is a newly 

launched company-wide customer 
service program that connects us with 
our purpose, and provides training and 
support to successfully implement these 
four core components: standard greeting, 
purposeful hourly rounding, bedside shift 
report and senior leader rounding. When 
executed well, these core components 
will improve patient satisfaction, patient 
safety and employee engagement.

There are no shortcuts to service 
excellence. This is a significant 
commitment for all of us, both in clinical 
and non-clinical roles. We all have 
the opportunity to impact the patient 
experience and ensure every patient, 
every day has the experience Donna had 
in our facilities and clinics.

ServiceExcellence

Ardent employee benefits are designed 
with purpose to provide you with a robust 
benefits package that will help you take 
care of yourself and your family. The Bravo 
Wellness Program offers you an opportunity 
to learn valuable information about your 
health status and save money on your 
medical premiums. This summer, as part of 
our commitment to the health and wellness 
of our employees, we will be offering 
convenient on-site health screenings 
at some of our locations. The wellness 
screenings are confidential, quick and easy 
- it takes less than 15 minutes to complete. 
Open enrollment will be held November 5 
through November 21.

Ardent Health Services maintains an effective compliance program in exercising due diligence to prevent and detect violations 
of law. Towards that effort, it is our expectation that every employee participate in the compliance program. Employees 
have the ability, and duty, to report areas of noncompliance either to their manager, Division or Facility Compliance Officer, 
Chief Compliance Officer (CCO) or if you wish to remain anonymous, to the Ethics Line (800) 633-2939. Reported issues are 
investigated, and, if substantiated, corrective action is implemented to ensure that noncompliance does not continue.  We take 
our anti-retaliation program seriously.  Retaliation against any person reporting a suspected violation, or participating in good 
faith in an investigation, is prohibited.  Potential acts of retaliation should be reported immediately.

Ardent’s compliance program is administrated by Steve Hinkle, CCO. Each Division has a full-time Compliance Director, who 
reports directly to the CCO (Karen Bootzin at Lovelace; Bonnie Peterson at Hillcrest; Michelle Mayes at BSA and Seton; Amy 
Freitas at America’s Division and we are currently appointing an individual for the UTHET market). The organization’s commitment 
to the compliance program is discussed in the Code of Conduct, which is posted on FastLane and located on Ardent Health 
Services website. We recommend everyone review it throughout the year and incorporate it into their daily activities.  

As a company, Ardent is passionate about creating a safe environment for patients, 
employees and visitors. We strive to find new and meaningful ways to convey the 
importance of safety through education and leadership.  In January 2018, the W.I.S.E. 
employee safety program, Working to Innovate Safety Education, was launched by 
Risk Management.  The program is designed to promote safe working habits and 
education initiatives at all levels. 

Since the conception of W.I.S.E, facilities have further implemented practices to 
support safer work environments.  Apart from facilities educating employees at 
new-hire orientations and retraining on ways to positively impact work environments, 
facilities are also displaying W.I.S.E. safety posters and sharing monthly safety topics, 
while planning for the Annual Employee Safety Fair. Additionally, to showcase 
employees who are performing safe acts while working, facilities have begun sharing 
on-the-spot recognition of those individuals. 

Wellness Screenings

Culture of Compliance

W.I.S.E Employee Safety

https://ardenthealth.com/sites/default/files/Ardent_Code%20of%20Conduct_090414.pdf

