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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 a hospital, it is essential to build a 
culture that centers on the patient and their 
experience. You may have read that first 
sentence and thought, “duh.” However, it is 
one thing to say we put the patient first; it is 
another to actually believe it and work
that way. 

Every team member has to sincerely believe 
that each patient matters. The first step is to 
fully understand our purpose, or why we are 
here. We are here for the patient, singular.  In 
previous newsletters, we’ve set a high bar on 
the patient experience.  We want each patient 
to feel loved.  Every patient is important, 
and should be treated with loving kindness.  
Anything less than excellent is unacceptable. 

Here are two practices that you can begin 
implementing that will you help build a 
patient-centered approach:
• The 5-10 rule: Anytime you are in public, 

put away your cell phone and bring your 

eyes up. Keep your head on a swivel and 
look for someone to help. When you are 
within 10 feet of a person, make eye contact, 
smile and acknowledge them. When you are 
within 5 feet, make eye contact, smile and 
greet them. A simple hello, good morning or 
good afternoon will do. 

• Say, “My pleasure!”: We have the privilege 
of helping people during the most difficult 
times in their lives. When we help someone 
and they say, “thank you,” respond by 
saying, “my pleasure.” It is often the perfect 
response. Saying my pleasure indicates you 
truly enjoy serving others. I hope you can 
say “my pleasure” sincerely.  After all, that 
is what healthcare is - caring for others. 
On the other hand, remove the following 
phrases from your vocabulary:

o “No problem” or “no worries” – This 
indicates the patient didn’t bother you,  
     

rather than making sure they know your 
desire is to help.
o “Don’t mention it” – It implies it was 
no big deal; almost like you expected a 
thank you.
o “Uh-huh” – This says you don’t have 
the courtesy to respond with an actual 
word and are eager to get away.
o “You’re welcome” – The words 
indicate that you are accepting their 
expression of gratitude. Although polite, 
it does not indicate you truly enjoyed 
helping. 

If every team member implemented these 
two practices into their daily routine, it 
would have an amazing impact on our 
culture and our environment. If you will 
make an honest effort today, then UT Health 
East Texas soon will be known as a place 
where patients always come first. 

Why is a patient-centered culture so important? 
Patrick Swindle, CEO, UT Health Quitman

August 3, 2018

Kudos to the UT Health Tyler lab!
The accreditation committee of the College of American Pathologists has awarded accreditation to the UT Health Tyler main campus laboratory. 
No deficiencies were identified in the recent on-site survey. Lab Director Joy Anderson said, “The laboratory team credits the great outcome to 
the commitment of staff, who focus on the goal of maintaining an ‘always ready’ approach, ensuring high quality tests and processes for every 
patient, every day.”

Congratulations, Dr. Ismael!
Dr. Hishaam Ismael, hepatobiliary and pancreatic surgeon, has been named The University of Texas Medical Branch at Galveston, Tyler 
Educator of the Year for 2018. The award recognizes excellence in the education of UTMB students, and is based on nomination by the students 
who started their surgical residency on the North Campus in July 2017. This is the first year that the award was given to a faculty member at The 
University of Texas Health Science Center at Tyler. 

Accolades OOOOOOOOOO

Be the voice!
If you have not completed your employee engagement survey, please do so. You only have a few days left to complete it, as the survey closes 
Monday, Aug. 6. Completing the survey takes less than 15 minutes, and the results will be used to help us determine areas for improvement. 

Note from Moody Chisholm, division president and CEO: In future issues, I will be asking CEOs from our UT 
Health East Texas facilities to share their insights. I’ll still be sharing on a regular basis my thoughts as well. We 
have a great team of CEOs leading our hospitals and I want to give them a platform to share their expertise with 
all of us. This week, I’ve asked Patrick Swindle to share some thoughts on creating a patient-centered culture.
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Connect to Purpose

Meet Wes Knight

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

Lesa Ooten, RN, director of case management at 
UT Health Athens, submitted this story about her 
fellow team member, Nicole Armstrong, RN.

Nicole Armstrong is my most seasoned case manager, and is 
one of the most compassionate people I know. Nicole received a 
patient to med-surg II with multiple problems. The patient was 52 
years old, and had no family, no friends and was now homeless. 

She had multiple medical problems, along with the fact that 
she weighed 600 pounds. She was ashamed, embarrassed and 
depressed. She needed nursing home placement, but Nicole could 
not find a nursing home within 100 miles that would or could 
accept her due to her weight and funding issues. 

Nicole worked for days and finally found a nursing home in Lake 
Jackson that could meet the patient’s weight demands and would 
accept her. When Nicole told the patient she was so excited, but 
began to cry because she had no clothes with her and had no one 
to go get her things. 

Nicole received written permission to go to the patient’s former 
home and get her things for her travel to Lake Jackson the next 
day. Nicole brought the few personal items from the home to the 
patient the day she was discharging. The patient was elated! 
Nicole gave her hope and made her feel she was of worth and 
value. The patient left our facility so excited to have found a 
home, and so thankful to Nicole. 

This patient, like so many, was faced with many adversities, and 
was helpless. Nicole was there for her through the transition to a 
new journey in her life.

Wes Knight joined UT Health East Texas 
team July 23 as chief financial officer for 
Jacksonville, Henderson and Carthage. He 
comes to the area from Carolinas Hospital 
System - Marion in Mullins, S.C. While in 
Mullins, he oversaw the financial operations of 
a 124-bed hospital, 92-bed nursing home and 
affiliated physician practices. 

Wes has a variety of experience in various 
markets in his 10-plus year healthcare career. 
In addition to CHS-Marion, prior to joining 
UT Health East Texas, he held positions as 
market CFO over a two-campus system in 
Pennsylvania and as project CFO for the 
Northeast Division of Community Health 
System. He is a graduate of Coker College in 
Hartsville, S.C.

Wes said, “ As I go about my role in the 
organization, I am reminded that we have a 
duty to the communities we serve to be at our 
very best. We must consider that each patient 
we serve could easily be our own loved ones.  
Yes it takes money to keep the doors open, 
but I won’t allow myself to forget that without 
embracing the mission of healthcare and service 
to others, we will never achieve the sustained 
success we manage toward.”

When not working, you will find Wes with his 
family.  “My happy place is with my family, 
even when the kids are grumpy and I’m tired, 
there’s nowhere else I’d rather be.”  He and his 
wife Kali share three sons -- Benson, Britton, 
and Braxton, in addition to his son Dyllon.

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).


