
Work with a purpose 
 

		
	 	

 
Moody Chisholm 
President & CEO 
 

The past few months have been a whirlwind for 
everyone. It’s been a time of excitement and 
anticipation about the future, mixed with uncertainty 
and apprehension. I understand.  

I want to thank each of you for your patience during 
our transition to UT Health East Texas. I also ask 
that you continue to be patient with the process and 
trust positive intent, but speak up if we are missing 
something.  As we move forward, it is my intent to 
share as much information as possible with you. As 
the saying goes, “Knowledge is power.” I want you 
to be knowledgeable about what is happening in the 
organization, where we are headed, so that you feel 
empowered to help us reach our goals. It will take 
everyone fulfilling his or her role for us to be 
successful. 

We can start by working to fulfill our organizational 
purpose, which is “We care for people – our patients, 
their families and each other.”  

First and foremost, “we care for people.” When we 
care for people we feel interest or concern for them; 
we like them; or we serve them. For us, care needs to 
encompass all of these meanings. We need to be 
compassionate toward and empathize with those we 
encounter throughout the day. We need to seek to 
make personal connections with them. We need to 
serve them by providing “care” that is of the highest 
quality. 

Our care must extend beyond our patients. While they 
are our top priority from a clinical perspective, when 
we care for everyone we encounter, we create an 
atmosphere or culture of caring – where everyone feels 
important. Everyone feels valued. Everyone feels 
loved. Why? Because they genuinely are important, 
valued and loved. 

Is it always easy to care for people? No. Sometimes, 
people are demanding. Sometimes, people don’t 
understand. Sometimes, people are unkind or any 
number of unlikeable traits. A natural reaction to such 
behavior may be to return it in kind. But, I challenge 
and trust every one of us to choose to care.  

Choosing to care takes conscious effort. We have to 
think before we speak or act. We have to put ourselves 
in the place of the difficult patient or family member 
or coworker. If we dig a little deeper, we may find 
they are hurting in some way. By caring and acting in 
kindness, we may be the balm that soothes their hurt. 

When you are new to an organization, one of the 
most important communication tools you can 
put into practice is listening. Looking forward 
to how you can influence an organization is 
always exciting, but as important is respecting the 
history of the organization and recognizing the 
commitment and loyalty of the employees and 
physicians that you are joining. 

At UT Health Tyler and other hospitals across the 
division, we have put in place a number of ways to 
listen to our employees and physicians that I want 
to update you on this week. 

First is CEO Link. In the almost 30 years I 
have used CEO Link, I have never had such an 
overwhelming response including compliments, 
ideas, concerns and questions. So far, I have 
received more than 325 submissions and have 
responded to 275 for all to see. I also have 
responded directly to many of you who have let me 
know your name. I am almost caught up and will 
strive to stay caught up and respond in a few days 
of your submission. 

CEO Link is a great learning tool for me. As I read 
your suggestions, it is helpful to find out the reason 
why a good suggestion has not been implemented 
in the past. When I do not know the answer to a 
question about a policy, I have learned how to go 
to FirstSource and Policy Manager to learn about 
our policies. I often reach out to other leaders in 
the organization to find answers. This is very 
informative for me. It often opens up a dialogue 
regarding the possibility of changing some of our 
processes and policies that will improve the work 
environment for our employees and physicians. 
This results in improved quality of care and 
experience for our patients. CEO Link also is a 
great way to dispel rumors. A rumor we recently 
dispelled on CEO Link was that we are no longer 
hiring LVNs. 

As a result of a recent submission on CEO Link, 
we are sharing information about discounts that are 
available to our employees in today’s newsletter. 
I hope that you will take advantage of this 
opportunity. 

Another very effective listening tool we have 
implemented is what we refer to as “Senior 
Leader Purposeful Rounding.” In the “old days” 
leaders were encouraged to manage by walking 
around. While this could be well received, often 
employees were very busy and not really sure 
what I was doing in their area. In our new process, 
your director or manger knows in advance that 
I am coming, provides me information about 
your accomplishments and lets me know what is 
working well and what can be improved. They 
also let you know when I will be there. I try to go 
to two departments every week and spend about 
30 minutes listening to you on how things are 
going. The goal is to be responsive to your ideas 
and concerns. I am a true believer that the very best 
ideas come from where the work is done by the 
people doing the work. All of our senior leaders are 
involved in Senior Leader Purposeful Rounding. 

All managers and directors received training on 
how to become even more effective in engaging 
with our employees through our Service Excellence 
Program rollout this past Thursday. This is a very 
high priority for David Vandewater, CEO of Ardent 
Health Services, and Paul Kappelman, COO. 
They both helped lead the training, and in fact, Mr. 
Vandewater and Mr. Kappelman conducted Senior 
Leader Purposeful Rounding at UT Health Tyler 
Thursday afternoon. 

Another effective tool I like to use is referred to 
as “conversational capacity.” This refers to our 
ability in a conversation to listen intently to the 
person you are conversing with and they return that 
courtesy to you. When we both listen with respect 
and openness, it is very likely that we will come up 
with a solution that is much better than either of us 
could have come up with on our own. 

In these times of opportunity and change, we 
also must use sound judgment, which I define as 
making timely decisions with the information 
available. We should not make knee-jerk decisions, 
and at the same time, we should not allow ourselves 
to be paralyzed by analysis and the fear of making 
a mistake. We have to find that “sweet spot” of 
utilizing data, sharing information and respecting 

the knowledge and experience of our colleagues to 
make the best decision. Listening is probably the 
most important component of this process. 

I often say how amazed I am at the energy, 
receptiveness and responsiveness of the employees 
at UT Health Tyler and throughout UT Health East 
Texas. It is truly my honor and privilege to work 
alongside you every day. I
am listening!

David Vandewater, CEO of Ardent Health 
Services, speaking at the Service Excellence 
rollout.

The Value of Listening
Vicki Briggs, CEO, UT Health Tyler

September 21, 2018

Note from Moody Chisholm, division president and CEO: Continuing with our CEO guest columns, I’ve ask Vicki Briggs, CEO 
of UT Health Tyler, to share some thoughts on the importance of listening in learning.

Last month, UT Health Tyler recognized 
more than 150 employees for a total of 
more than 2,600 years of service at its 
semi-annual service awards banquet. We 
are proud of our tenured employees and, 
as such, invite all UT Health East Texas 
employees to share your pride in service 
every day by attaching your service award 
pin(s) to the clear/snap badge attachment 
on your badge holder. We look forward to 
seeing your pins on display.

Display Your
Service Pride
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Connect to Purpose

Employee Savings Program

Connect to Purpose stories are examples of how our team members go above and beyond to show they care. 
The following is an excerpt of a letter received from the brother of a former patient at UT Health Athens.

My sister was a patient in your facility. She arrived to the ER via ambulance. That same afternoon, she was admitted to the first floor. The 
next day, she was transferred to ICU, then (the following day) she was admitted into hospice and was moved to the second floor where 
she passed away.

I am writing you this letter to express my gratitude to all the nursing staff that assisted in my sister’s care. I was deeply touched by the 
compassion that ALL the nursing staff expressed during our stay. Everyone was so friendly and understanding.

I would like to give special thanks to the ICU nurse Rachel Wilson. She showed my sister such compassion. She cried with me and stayed 
over her shift to assist us with my sister’s passing. I can’t express how much I appreciated her. Please make sure the hospital gives her 
the recognition that she deserves…I would like her to personally know that we were touched by her caring spirit.

Employees have the ability, and duty, to report areas of noncompliance  
either to their manager, compliance officer or by calling the 
Ethics Line 800-633-2939 (callers can remain anonymous).

UT Health East Texas employees have access to HealthTrust’s Corporate Shopping contract #2671. Corporate 
Shopping Company is a private Internet portal that connects employees to more than 200 of the world’s most 
popular Internet retailers and brands – all offering exclusive employee discounts and promotions.

Here are just a few of the participating retailers: 
Target   
Brooks Brothers
Foot Locker
Orbitz
J.Crew
Overstock.com

Ralph Lauren
Avis
Restaurant.com
Godiva Chocolatier
Victorinox/Swiss Army
The Puma Store

1-800-Flowers
Tumi
The Children’s Place
Hertz
Barnes & Noble
Macy’s

 
How to register
The website is password protected and accessible only to authorized employees and their families. Employees can access the website at
corporateshopping.com/login/hpg.

For questions about this program or assistance with registration, please email: info@corpshopping.com.

Separate discount programs for AT&T Mobility and Verizon Wireless also are available. Information on all of these programs can be found on our 
intranet site: firstsource.etmc.org – click the “Employee Discounts” button in the left-hand column, then select the program you are interested in.


