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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. 
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There has been some 
discussion in the media 

lately about EMS (emergency medical service) 
contracts and how they work.  There are 
basically two different types of EMS models, 
the public model and the private model.  UT 
Health East Texas EMS is a private model. 
An example of a public model would be a fire 
department-based or city-based service.  

A public EMS model is usually supported by 
a tax levied on the local population to cover 
the overhead and expenses that come with 
operating the system, very similar to how a 
fire service is funded.  In private EMS systems 
communities can levy a tax to subsidize the 
system or they can grant an exclusive contract 
to one private EMS company to help cover 
the cost. By granting an exclusive contract to 
an ambulance service, that company will then 

receive all ambulance calls in the community.  
While an exclusive contract obligates the EMS 
company to respond to all 911 calls, they also 
receive the benefit of transporting the non-
emergency calls.  Non-emergency calls tend 
to have good, certain payment associated with 
them, while 911 calls are often non-paying 
transports.  

911 systems can be very costly to operate, 
as the cost of readiness is much higher for 
an emergency 911 service versus that of a 
non-emergency service. In a 911 system, the 
ambulance service must always be ready for 
any emergency that arises. This means staffing 
more ambulances around the clock just in 
case an emergency happens.  In non-exclusive 
systems, outside EMS agencies are allowed to 
come in and pick and choose which customers 
they want to serve, and will most often leave 

the non-paying customers to the 911 service 
provider.  

Tyler and Smith County operate off of an 
exclusive private EMS model. This model offers 
many advantages to the City of Tyler and 
Smith County.  UT Health East Texas EMS is 
held to very high standards based off of the 
exclusive contract. The city and county have 
oversight of the EMS operations without 
having to pay for the service or tax the citizens 
for the service.  In exchange for exclusivity, 
UT Health East Texas must meet strict 
response time standards, answer to a board 
of doctors for medical oversight and provide 
support and training to local first responders.  
By operating under an exclusive contract the 
city and county place the burden of operating 
and paying for the EMS service on UT Health 
East Texas and not the taxpayers.

Tracy O’Daniel has joined UT Health East Texas as division director of performance improvement. In her new role, 
Tracy will be working to develop a robust program around quality, safety, infection control, advocacy, employee 
engagement and patient experience.  She will work with our system-wide team to ensure progress in achieving the 
best possible outcome and experience in all interactions for both patient and caregiver. 

Tracy has nearly 10 years progressive experience in environmental services, quality and clinical operations. She comes 
to UT Health East Texas from Intermountain Healthcare in Utah, where she most recently served as clinical operations 
manager in the Office of Patient Experience. She earned her bachelor’s degree from The University of Texas at Tyler 
and her master’s in healthcare administration from Walden University in Minneapolis.

“I fulfill my passion at work by striving to deliver on excellence in everything I do,” she said.  “I love bringing laughter and fun into the workplace, 
because the more we enjoy what we do, the more we are able to engage when hard things are required.  I believe fiercely in always doing the right thing, 
even when it is the hard thing.”

Tracy has been married to her husband, Craig, who was born and raised in Tyler, for almost 12 years. They have a 10-year-old daughter, Aven, and a 
7-year-old son, Kieran.  Her family loves outdoor activities, like camping, hiking, kayaking and swimming, as well as watching movies and taking road 
trips.  She loves to read and is an artist, as time allows.

Meet Tracy O’Daniel
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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).

Connect to Purpose stories are examples 
of how our team members go above and 
beyond to show they care.

Robert Munden, emergency department 
director for UT Health Athens and UT 
Health Cedar Creek Lake, submitted 
the following regarding Angela Penix, 
RN. Mr. Zipperer provided consent to 
share his story.

I want you to take a moment and look at 
the accompanying picture. In the picture 
is Troy Zipperer and Angela Penix, 
RN. She is considered a “home-grown 

talent.” She has worked with UT Health 
for more than seven years. She started 
as a registration clerk, then emergency 
department tech and is now a registered 
nurse. 

Mr. Zipperer, was one of our patients at 
UT Health Cedar Creek Lake Emergency 
Department. He stopped recently to 
give Angela a big hug, and a token of 
appreciation for the care she provided him.

Mr. Zipperer presented to the emergency 
department on July 16 with a low heart 
rate, shortness of breath and weakness. 

He was in complete heart block. 
His length of stay in our emergency 
department was five hours. Mr. Zipperer 
said that during his entire visit, Angela 
showed that being a nurse, to her, was 
not just a job. She showed that she 
truly cared for her patients and their 
well being. He was transferred to UT 
Health Tyler for continuation of and a 
higher level of care. Mr. Zipperer said 
to Angela, “Thank you for the dedicated, 
professional care you provided.”

This is a true testament to the dedicated 
UT Health teams we have across East 
Texas. 

Connect to Purpose


