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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. 

In July, you may recall that I wrote about our 
development of a strategic plan for the organization.  
In that newsletter, I mentioned the strategic 
imperatives we had to address to achieve our 

desired future state. Those imperatives are often described, most 
famously by the Studer consulting group, as “The five pillars.”  The 
five strategic pillars that Ardent and UT Health East Texas focus on are 
People, Quality, Service, Growth and Financial.  

In 2019, our performance as a system will be measured by our ability 
to achieve improvement in each of these 5 pillars. While they are not 
listed in order of importance, obviously we can’t achieve anything 
without engaged, capable, motivated, compassionate people. We have 
set measurable targets in employee engagement, manager effectiveness 
and retention to determine our progress toward our desired future state. 
Additionally, each of our hospitals will work to achieve recognition 
among Modern Healthcare’s “Top 150 Places to Work in Healthcare” in 
2019. That will require lots of improvement on our part, but we believe 
in setting challenging goals.

The next pillar is quality; and we will expand that to safety and 
quality.  In 2019, we will set goals for improvement (reduction or 
elimination) in hospital-acquired conditions (HAC) such as CAUTI 
(catheter associated urinary tract infection), pressure ulcers (bed 
sores), C-diff infections, and CLABSI (central line associated blood 
stream infections).  Additionally, we will set goals for reduction in 
readmissions and measurable improvement in safety for our patients 
and for our caregivers, and improvement in our identification of sepsis 
and use of sepsis clinical bundles.  

The next pillar is service.  As you would expect, we will establish goals 
for improvement in our patient satisfaction scores (HCAHPS). The use 

and implementation of our Ardent Service Excellence initiatives will 
be an important factor in progress here. Additionally, Senior Leader 
Rounding will be a key tool we will use to make sure our leaders are 
recognizing good work, and keeping up with what good is happening, 
as well as what needs and challenges the team is facing. Throughput 
time in the ER, surgery and the main hospital also will be a service 
focus.  

The next pillar is growth. Without growth, we can’t add staff and 
expand our capabilities for the communities we serve. We have enjoyed 
strong growth in 2018. In 2019, we will set goals for growth in market 
share, admissions, surgical volumes, emergency visits, physician 
recruitment and other key services. We will be establishing the base for 
growth in residency programs that will start in 2020.

Finally, our last pillar is finance. Obviously, finance has been a 
challenge here in the past. In fact, financial viability has been a 
challenge in hospitals across the country as both our government and 
insurance companies work to cut their costs. In the end, that impacts 
what we are paid. In 2018, thanks to your help, we have achieved 
impressive improvement in our financial stability. We anticipate more 
improvement in 2019. We will set goals for continued improvement 
in net revenue (collections) and operating margin (what’s left after 
expenses). This will establish a strong foundation for our system, 
ensuring that we will be here to serve our communities with high-
quality services for generations to come. For each of you, this also 
means you will have confidence in your employer’s strength.  

We will all be working together to establish specific, measurable 
department goals that support these overall pillars. I look forward to 
achieving continued improvement in each of these pillars with your 
help in 2019. Have a great week ahead as we enter the holiday season.

Our Strategic Pillars
Moody Chisholm, President & CEO
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Open Enrollment starts Monday
Open enrollment begins Nov. 5 and lasts through Nov. 16. The plans 
offer the same excellent coverage as 2018, and at no increase in cost to 
employees. 

HealthFirst and UT Health East Texas worked together to create a package 
that maintains last year’s plans, deductibles, out-of-pocket limits, wellness 
discount and employee premiums, while adding new features that mirror 
those found elsewhere in Ardent Health Services. The new offerings include 
free preventive programs and a more convenient way to take advantage of 
routine health screenings. 

Working together

Physician education in Quitman this week went so well that 
they have asked for regular meetings, another great example 

of us behaving as one and working toward the GOAL. 
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Connect to Purpose
Connect to Purpose stories are examples of how our team members go 
above and beyond to show they care. 

The following was submitted by Kevin Jablonski, Chief 
Nursing Officer for UT Health Athens. 

We had an 18-year-old patient who was admitted for several days recently due to the type 
of surgery he underwent. The patient had a very flat demeanor but did have a passion for 
playing video games. The patient’s nurse, Jana Lenamond, tried to find out if we could 
connect his video games to our TV but learned our protocol prohibits anything from being 
attached to the in-room TV. Jana didn’t want to give up because this 18-year-old was 
uneasy about being in the hospital and bored. She reached out to multiple people about 
how to get him something to do within protocols. Later, Randy Powell, nursing informatics 
coordinator, came to the unit after he had purchased a TV at a pawn shop for the young 
man to play his video games. This patient was very appreciative. It’s an example of how 
caregivers go above and beyond to take care of our patients and make their stay with us as 
enjoyable as possible. 

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).

Boo at the Zoo
UT Health East Texas was represented well 

during this weekend’s Boo at the Caldwell Zoo. 
We had four tables featuring representatives from 

the Cancer Institute, EMS, The University of 
Texas Health Science Center at Tyler, and

UT Health East Texas Physicians passing out 
goodies to the costumed kids who stopped by 

their booths. EMS also trained almost 300 people 
on hands-only CPR and delighted the younger 

crowd with Andy the Ambulance. 

Need a physician?
Call 903-531-8890 to find a
UT Health East Texas provider.

Get social
Stay connected to the latest news from UT Health 
East Texas by liking us on Facebook or following 
us on Twitter. Follow @UTHealthEastTexas on 

Facebook and @UTHEastTexas on Twitter.

Halloween fun
Several hospitals had fun getting in 
the Halloween spirit this year with 
costume contests and decorations. 
“Today was a fantastic day and really 
reinforced to me how truly special 
our hospital and our teammates are,” 
UT Health Quitman CEO Patrick 
Swindle said of the Halloween spirit 
there.

Members of the Quitman surgery 
department were the winners of 
the UT Health Quitman Spirit 
Stick. Pictured are Reene Shedd 
(Scarecrow), Lisa Wertz (Dorothy), 
Deborah Tomlin (Lion), Shelly 
Martines (Tornado), and Krystle 
Elliott (Wicked Witch).


