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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. 

March 8, 2019

Celebrating performance improvement across the division
Tracy O’Daniel, division director, performance improvement

Note from Moody Chisholm, division president and CEO. Continuing with our guest columns, Tracy O’Daniel, division director, 
performance improvement, shares information about improvements we’ve seen across the division.

When it comes to performance improvement, we had a lot of great things happen in 2018. We will continue to grow and improve on 
those efforts, but it all starts with a solid foundation, which we put in place last year.

We kicked off Service Excellence in September as a division. Throughout October, November and December, we had facility kickoffs that were high energy and a 
lot of fun! We began seeing the impact of the kickoffs immediately in our HCAHPS scores, which tell us how our patients perceive the care we provide. We have 
seen steady improvement across the division in two areas: “Overall Rating of the Hospital” and “Nurse Communication.” Division-wide, more patients are 
answering yes to the questions, “Did nurses round on you every one to two hours?” and “Did you participate in bedside shift report?”   

UT Health Jacksonville and UT Health Athens were awarded TMF Bronze Quality Awards, sponsored by the TMF Health Quality Institute (originally 
known as the Texas Medical Foundation). UT Health North Campus Tyler was awarded a Leapfrog Safety Grade of A for their extraordinary 
performance in quality and safety.  

We also saw incredible improvement throughout the division in reducing hospital-acquired infections. The following awards were given out to the division: 

• Athens: 2018 Runner Up for Best Overall Improvement in Infections. Athens had a 57 percent reduction over 2017. UT Health Athens also was recognized for 
Significant Improvement on C.diff, which saw a 57 percent reduction. 

• Jacksonville: 2018 Runner Up for Best Overall Improvement in Infections. Jacksonville had a 67 percent reduction over 2017.

• Quitman: 2018 Winner for Best Overall Improvement in Infections. Quitman had a 75 percent reduction over 2017. They also were recognized for Significant 
Improvement on C.diff, which saw a 67 percent reduction.

• Specialty: Significant Improvement on C.diff, with a 60 percent reduction.

• Tyler: 2018 Winner for Best Improvement in CAUTI. Tyler saw a 50 percent reduction in CAUTI infections.

Additionally, Tyler had some units with tremendous improvement   
in infections: 

• 2 West C - Best Performance on CLABSI Infections, 75 percent 
reduction.

• 3 West B - Best Performance on C.diff Infections, 71 percent reduction.

• 3 West C - Best Performance on CAUTI Infections, 78 percent 
reduction.

• 2 West C - Best Performance on MRSA Infections, 100 percent 
reduction.

Another key initiative introduced in 2018 was Mission Zero: Our Culture of 
Safety, which is our journey to high reliability. One of the first components 
of Mission Zero was the roll out of Daily Safety Briefings at every campus. 
We are now sharing Good Catches and talking about safety every day, at 
every campus.   

We hosted The Joint Commission at eight of our campuses, including 
Carthage, Henderson, Jacksonville, North Campus Tyler, Behavioral Health, 
Rehab and Specialty.  Each site was awarded accreditation for another three 
years.  

We couldn’t achieve this level of improvement without a commitment from 
every caregiver to do their best every day. Thank you for your efforts to stay 
focused on safety and service excellence.
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Welcome new 
providers

Tiffany Hill, MD
Pediatrician, Fifth Street in Tyler

Dr. Hill will start on April 1.

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).

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

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 by Darla Conley, OB director at 
UT Health Athens.

We recently had a family in labor and we knew when the baby was born, it would not 
live long – days to possibly only a few hours. The father of the baby met cashier Sam 
Williams in the cafeteria while they were here, and I guess they had a conversation about 
his situation. Sam gave the family $100 from her own pocket to go toward the funeral 
expenses.

The father returned in the days following the delivery, looking for Sam in the cafeteria 
because he wanted a picture of her and wanted her to sign their baby memory book. It was 
Sam’s day off, but when she got the word, she came in to meet his wife, take the picture and 
sign the baby book.  

Sam did not know this family. This was just a simple act of kindness that clearly meant a 
great deal to this family.

Catch of the Week
Catch of the Week is an example of how our team members put safety first, 
recognizing that every caregiver has a responsibility to speak up for safety.  
A UT Health Tyler PACU nurse received a patient after surgery with a sheath in each groin. 
Orders were written to start TPA (a powerful IV blood thinner) to both sheaths. The PACU 
RN questioned this order, suspecting this would give the patient a double dose. She called the 
pharmacy, and it was determined the dose as written was more than the recommended dose. 
The surgeon was called and the dose was amended.  

Accolades
Employee Assistance Program Director Brenda 
McBride was presented the Monarch Award by the 1 
in 3 Foundation. The award was created to recognize 
individuals from Smith County who have demonstrated 
outstanding work to end sexual violence, raise awareness 
on behalf of sexual trauma survivors or who have shown 
excellence in providing healing and care for survivors. 
The award was presented to Brenda on March 7 during 
the 2019 Evolve Women’s Conference, where Brenda 
also was a speaker. 

Providers
updates

Bethany Starks,
DNP, MSN, BSN, FNP-C

Please join us in congratulating 
Bethany Starks for completing her 
doctor of nursing practice (DNP) 
degree in February. In addition, 

Bethany will switch practice locations 
from Flint to Bullard in April.


