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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. 

May 13, 2019

Turning mistakes into magic

Recently, my little boy started losing his teeth.  
During the same few weeks his teeth were loosening, 
he was learning all about the Civil War at school and 
became obsessed with history and foreign money.   

Naturally, when his first tooth fell out, he expected the tooth fairy to leave 
him foreign money. We ordered a bag of foreign coins from Amazon and 
were fully prepared for teeth to fall. Two days after the coins arrived, 
my little guy lost a tooth, and as a testament to my preparation and epic 
parenting, I forgot to put the coins under his pillow.   

The following morning, my husband let me know that our son was 
downstairs sobbing. I had to push past my guilt and figure out a quick 
solution, so I told my husband to send my little guy up to see me. He came 
up so deflated and full of sadness and crawled into bed with me. As he 
cried, I explained that I had the strangest dream and could swear I heard 
tiny voices in the night around my pillow. I told him that I heard someone 
saying, “Are you sure this is the right room?” followed by another saying, 
“You are in training, just do what I say.” His eyes got wide and he asked 
if I thought it might not be a dream, but actually the tooth fairy, to which 
I said the only way to know would be to check under my pillow.  Sure 
enough, the tooth fairy had left three foreign coins under my pillow. His 
belief in magic was restored! 

I tell you this story because mistakes happen.We all have lapses, slips and 
moments where we fail to handle a situation in the way we should have. 
It is OK. It is not the mistake that matters, but what we do about it, what 
we learn and what we do to prevent the same thing from happening again. 
As we move into the third quarter, we will be training all of our leaders 
on the High Reliability Leadership Methods. This training will provide 
leaders with tools and techniques that drive our culture of safety and 
reliability by empowering leaders to always put patients’ safety first, to 
continually ask safety questions and to ensure that good things happen to 
those who speak up for safety. Following 
leadership training, we will be providing 
Error Prevention Training to 100% of 
caregivers.    

If we are transparent, open and willing 
to learn, we can better develop strategies 
and implement process improvements 
that will turn our mistakes into magic.

Note from Moody Chisholm, division president and CEO. Continuing with our guest columns, Tracy O’Daniel, division director, 
performance improvement, discusses the value we can find in our mistakes.

Go Red
UT Health East Texas caregivers wore red Tuesday to show support and increase awareness of heart disease in women. 

Cardiovascular diseases continue to be a woman's greatest health threat, claiming the lives of one in three women.
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Connect to Purpose
Connect to Purpose stories are examples of how our 
caregivers go above and beyond to show they care. 

The following is from an email a patient sent to UT Health 
North Campus Tyler.

I had to come into the ER yesterday for treatment for a possible heart 
issue. I was seen by Dr. Joshua Stringer and Cody Holland, RN. Both 
were very understanding of my situation. Dr. Stringer did not run a bunch 
of unnecessary test nor did he speak above my head when explaining 
my issues. They both treated me as though I was part of their family. In 
their actions, they made me feel better. They shined greatly upon your 
department and the hospital as a whole. In a day in which everyone is 
quick to point out all the things that people do wrong, please pass along 
my sincerest thank you for a job well done! 

Komen More Than Pink Walk
Despite the wet weather, UT Health 
East Texas had a great turnout 
at the Komen Tyler More Than 
Pink Walk. UT Health East Texas 
Cancer Institute and UT Health 
North Campus Tyler MD Anderson 
Cancer Center partnered together 
to have a booth at the event and a 
walking team.

Leadership Tyler Class 32
UT Health Tyler CEO Vicki 
Briggs and Tonia Bickham, 
contract coordinator with UT 
Health East Texas, were among 
the graduates of Leadership Tyler 
Class 32. They were honored 
at the Tyler Area Chamber of 
Commerce’s annual State of the City Luncheon on Wednesday. Vicki also was 
pictured in the Tyler Morning Telegraph’s front page photo from the event. 

In the community

Law enforcement appreciation
UT Health Carthage caregivers 
presented Panola County law 
enforcement officials with a 
cake last week in celebration 
of National Law Enforcement 
Appreciation Week. Pictured from 
left to right are UT Health Carthage 
Emergency Room RN Susan 
Hernandez Gross, Panola County Sheriff’s Deputy Jeremy Nagle and 
Sherry Wilson, senior admitting supervisor at UT Health Carthage.

Awards and Accolades
HealthFirst TPA named Best Places to Work
HealthFirst TPA has been recognized among the nation’s 
Best Places to Work in Healthcare by Modern Healthcare 
magazine. The recognition program honors workplaces 
throughout the healthcare industry with high-performing 

cultures focused on providing outstanding care. A ranked order will be revealed at an 
awards dinner Sept. 26 in Dallas during Modern Healthcare’s Workplace of the Future 
Conference.

According to Modern Healthcare, organizations making this year’s list stand out in their 
efforts to create an empowered and satisfied workforce by nurturing a sense of loyalty 
and building engagement. Winners were selected based on interviews with leadership 
and an employee survey, which assesses satisfaction, work-life balance, communication, 
policies and practices, work environment and culture.

Athens, Jacksonville receive TMF Hospital Quality Award
UT Health Athens and UT Health Jacksonville both recently were 
recognized with a 2018 TMF Hospital Quality Improvement 
Bronze Award, a quality improvement award from TMF Health 
Quality Institute in partnership with the Arkansas Hospital 
Association, Oklahoma Hospital Association, Oklahoma State 
Office of Rural Health, Texas Hospital Association and the Texas 
Organization of Rural and Community Hospitals. 

The TMF Hospital Quality Improvement Award honors hospitals that are performing 
quality initiatives aimed at improving outcomes in patient care by recognizing those 
hospitals that have improved their performance on specific national quality measures.

Quitman, North Campus earn patient care award
UT Health North Campus Tyler and UT Health Quitman 
both were named as recipients of the 2019 Healthgrades 
Outstanding Patient Experience Award, which recognizes 

hospitals for their outstanding performance in delivering a positive experience for 
patients during their hospital stay. 

Healthgrades evaluates patient experience performance by applying a scoring 
methodology to nine patient experience measures, using data collected from the 
32-question survey of the hospital’s own patients. Hospitals in the top 15 percent with 
the highest overall patient experience scores are recognized as Outstanding Patient 
Experience Award recipients.

North Campus gets ‘A’ grade
UT Health North Campus Tyler was awarded an ‘A’ from The Leapfrog Group’s spring 
2019 Leapfrog Hospital Safety Grade. The designation recognizes the North Campus’ 
efforts in protecting patients from harm and providing safer health care. 

The Leapfrog Group is a national nonprofit organization committed to improving 
healthcare quality and safety for consumers and purchasers. The Safety Grade assigns 
an A to F grade to hospitals across the country based on their performance in preventing 
medical errors, injuries, accidents infections and other harms to patients in their care.
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Celebrating Hospital Week
Caregivers had a great time celebrating Hospital Week across the division last week. The creative 
celebrations included donut deliveries and a Zen-inspired OASIS Room (Opportunity to Achieve 

Self-care Inspiration and Strength) in Jacksonville, themed dress up days in Pittsburg and a candy bar 
in Henderson that featured stool samples (chocolate bars), cotton balls (marshmallows) and Hershey 

kisses for boo boos. Here are some photos highlighting the fun celebrations. 

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.

The Athens Daily Review ran a front-page article about 
Karoline Klemer, an RN in UT Health Athens obstetrics. “I 
have always loved helping others and nursing gave me the 
opportunity to help people every day,” Klemer said in the 

article. The full article can be found here:
 https://www.athensreview.com/news/local_news/personal-

relationships-drive-klemer-s-work-as-registered-nurse/
article_3dfb6336-75c2-11e9-ac67-fb0cb0d70176.html

In the news
National Best Friend’s Day is June 8 and we would like 
to feature groups of friends in the hospital who have made a 
difference. If you know of any besties, please send their stories 
via email to socialmedia@ardenthealth.com.

Calling all friends

Catch of the Week
Catch of the Week is an example of how our caregivers put 
safety first, recognizing that everyone has a responsibility 

to speak up for safety.  

Candace Hudson in clinical documentation improvement at 
UT Health Tyler was reviewing a patient who presented with 
a foley catheter and had a positive UA demonstrating a UTI 

that was neither documented nor being treated.

She queried the admitting physician and the physician 
ordered a hospitalist consult. The patient was diagnosed 

with a complicated CAUTI and started on IV Cefepime and 
was to continue 10 days of antibiotics after discharge.

Had Candace not pursued this, the patient could have 
become septic, with a much worse outcome.

Send good catches to todaniel@uthet.com
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