
OUR PURPOSE is caring for people:  
our patients, their families and one another
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CONNECTtoPURPOSE
Utica Park Clinic in Tulsa, 
Oklahoma challenged 
their offices’ staff to find 
creative ways to give back 
to the community, which 
resulted in the UPC Pop 
Up Prom organized by an
OB South Campus office 
staff. This event was held 
at a local high school, 
providing prom dresses 
and accessories to students 
who may not have been 
able to afford the average 
$600 spent on a prom. 
The UPC staff requested 
donations from all UPC 
offices. At the event, 
thirty-three girls found 
prom dresses and twenty-
nine selected accessories, 
serving a total of sixty-two 
students. 

Being engaged makes a difference in the lives of others and helps to connect 
us to our purpose. The UPC team received a standing ovation from the students 
and even picked up a few new patients who were teachers at the school! 

David T. Vandewater, 
President and CEO

Purpose Matters 

Epic Update
Epic went live in New Jersey and Kansas on Friday, March 29.  The go-live duration 
– two weeks total – was a huge success.  Between onsite at-the-elbow support and
application team support in the Nashville command center, a majority of issues that
emerged were resolved quickly.  Due to exceptional planning, applied knowledge
from previous activations and rapid response to issues, no significant problems arose
during the go-live.  Congratulations to everyone involved for making this a smooth and
successful transition at our Hackensack Meridian Health Mountainside Medical Center,
Hackensack Meridian Health at Pascack Valley and The University of Kansas St. Francis
Campus facilities.

The next Epic activation will occur on July 12, 2019 at Seton Medical Center Harker 
Heights in Texas and Portneuf Medical Center in Idaho.  

Over the past 
30 years, I have 
logged a lot of 
air travel, and 
tend to fly on 
the same airline.  
Recently, I had 
polar opposite 
customer 
experiences 
with this airline. 
One was a very 

negative and the other an incredible 
example of staff going above and 
beyond to deliver top customer service.  
What was the difference?  Employees 
who made every effort to help solve a 
problem, on the spot.  As I reflected on 
the stark difference of service, just a few 
weeks apart, it resonated the 
importance of our commitment and 
consistency in how we treat others, 
especially as caregivers. 

We are committed to Service 
Excellence so that our patients have a 
consistent and positive experience, 
regardless of who is taking care of 
them. Through Service Excellence 
training, we encourage all employees to
pay attention to your patients’ needs - 
and feel empowered to do what you 
can to serve them and their families. 
Whether it’s keeping them informed 
about their progress of care or a 
personal gesture like holding a door 
open, we can make the difference 
between having a very unhappy 
patient or a satisfied one.

Remember, a few moments can make a 
real difference in someone’s experience.
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International Nurse Recruitment
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In April, Ardent began working with O’Grady Payton to recruit RNs 
from around the world to assist our facilities meet their needs for a 
stable, high quality nursing staff.  Currently, some of our hospitals 
depend on contract labor at times to meet their staffing needs, 
which is not only costly but can decrease patient and employee 
satisfaction.

Ardent has had previous positive experiences with international 
nurse recruitment.  One example is Valsa Raj, an RN who joined 
Hillcrest Medical Center in 2006 as an international contract nurse
via O’Grady Peyton. A native of India, she arrived at Hillcrest from
a position with the Department of Health and Medical Services
in Dubai, UAE. A warm welcome from the administration and the 
employees at Hillcrest helped Valsa over the challenge of learning 
some nursing practices and equipment which was different from 
her previous experience.  With support and guidance, she became 
an integral team member. 

When her contract ended the next year, Valsa accepted a full-time position at Hillcrest. After 13 years, she feels lucky and honored 
to be part of the Hillcrest family. Valsa enjoys working with her colleagues and believes she is making a difference in the lives of her 
patients and their families, every day.

Quality is one of five Pillars (the other Pillars are People, Service, Growth and Financial) that drive our 
company’s strategies.  The 2019 Key Imperatives for Ardent related to Quality are eliminating Serious 
Reportable Events (SREs) and reducing Hospital-Acquired Conditions (HACs).  

We have already seen encouraging company-wide improvements from our 2018 key imperatives:
• 34 percent HAC Reduction in 2018 over prior year
• 53 percent reduction in PSIs in 2018 over prior year
• 80 percent of Ardent hospitals have a 3 star CMS rating or above (compared to an average of 71 

percent of U.S. acute care hospitals)

In order to achieve our 2019 key imperatives, physician leadership and involvement is paramount.  
We have developed Clinical Councils to evaluate technologies and therapeutics that are service line-specific.  Our current Clinical 
Councils work on Oncology, Cardiovascular, Orthopedics and Spine Survey service lines, while we are developing Clinical Councils 
for the Emergency Department, Hospitalists and Critical Care.  

Ardent is also creating processes to become a High Reliability Organization (HRO), with the goal of improving patient outcomes.  
These processes include:
• Standardized Root Cause Analysis
• Daily Safety Huddles, “Days Since Last” boards
• Early Recovery after Surgery (ERAS) via the Perioperative Committee
Another way we intend to improve clinical outcomes is through the Epic implementation. Nineteen clinical service lines have been
established by end-users for end-users, to develop consistent and reliable clinical workflows within order sets for our medical staff
members using our Epic system. Ardent is focused on quality improvement, based on input from our end users in the field. Thank 
you for your support in continuously improving the delivery of care and outcomes to our patients.

Laurie Bigham, RN
Chief Nursing Officer

By FJ Campbell, MD
Chief Medical Officer and Chief Quality Officer
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Recently, we concluded the 2019 Ardent leadership conference in Nashville. Having our leaders in one place 
energizes us all about our future, both for Ardent as a company and for our hospitals and clinics across the nation.  I 
left the event with these thoughts in mind: 

• It all starts with the mission of our company – compassion, respect, accountability and responsibility.
• Our Purpose of caring for people: our patients, their families and one another is driving our actions and bonds

us together in how we do our work.
• We are and need to continue to be One Company. Even as we grow, doing the same thing the same way in

every location helps people understand what it means to be part of Ardent.  It’s our brand, and distinguishes us
from others.

• We have clear direction on our path forward, and it’s the right strategy to take advantage of the environment we
are in today. Ardent will not grow just to be growing – we are making strategic decisions to selectively build the
Ardent family.

• Our people must come first – we can’t accomplish the rest of our goals without the right people on board.
Investing in our people is a priority and we are committed to take care of those who help take care of our
patients. But we want to hire the right people, like-minded people who will make us better.

• The comment our keynote speaker, Olympic Gold Medal Champion Scott Hamilton, shared – “When you fall
down, GET UP” really resonated with me.  We all fall down, but the champions persevere. His experience as
a patient also helps us understand that patients almost always have a bad day, and that our employees can’t
afford to have a bad day while taking great care of our patients.

• The vast majority of people in Congress don’t understand healthcare.  We must proactively participate in
educating our Congressmen and Congresswomen to make sure all of our voices are heard.  We must help each
of our representatives understand how potential legislation may impact the public’s access to quality care.  And
the impact on jobs from unsustainable reimbursement cuts. Advocacy has to come from everyone, not just the
corporate office.

• We look forward to having Epic implemented enterprise-wide in 2020 – a great accomplishment in itself, but
also with the promise of helping us standardize best practices and improve the quality of care we provide to our
patients.

• Small things matter, and can result in big improvements, such as our Ardent Service Excellence initiative. And
doing the small things can make it easier to do the big things.

• Our employees strive to fulfill our purpose and as CEO, that makes me proud and thankful for the people who
are Ardent.

Thank you,

David T. Vandewater
President & CEO

2019 Ardent Leadership Conference – 
CEO Takeaways 
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Phishing Season is Here
Marisa Polowitz, Ardent’s Security Awareness Specialist, reminds us that tax season is prime time for finance-related phishing 
campaigns, as people are focused on their tax returns and retirement accounts.  Please slow down and take the time to review 
emails which you don’t typically receive, to make sure you don’t fall victim to a phishing attack.  We have provided an example 
phishing email below that appears to be legitimate, along with tips that help you identify it as malicious:

1. When you receive an email that you don’t
typically receive at work, ask these questions:

a. Do you recognize the sender’s name (for
instance, “MyRetirementInvestments” does not
manage Ardent’s retirement accounts – we use
Transamerica)?

b. Ask yourself if you should be receiving it in
your office email? You should never receive
retail emails such as Starbucks or Target at your
work email.

2. Then check out the email itself, to determine its
validity:

a. Does the email address the email is sent from
match the name the email is sent from?

b. Is there a generic salutation (Dear
MyRetirement Customer)?

c. Hover over the links in the email to see if the
address is the same as the name on the link.

d. If you think it may be a valid email but are still
unsure, contact the company. Search them
online and use their official email or phone
number to make sure it is legitimate.

3. If you receive a phishing or fraudulent email,
please forward to mail.abuse@ardenthealth.com.

Thank you for your vigilance now and throughout 
the year.

PHISHING SEASON IS HERE
Marisa Polowitz, Ardent’s Security Awareness Specialist, reminds us that tax season is prime time for

finance-related phishing campaigns, as people are focused on their tax returns and retirement accounts.  

Please slow down and take the time to review emails which you don’t typically receive, to make sure 

you don’t fall victim to a phishing attack. We have provided an example phishing email below that

appears to be legitimate, along with tips that help you identify it as malicious:

Follow the CEO 
Follow David T. Vandewater’s posts on LinkedIn or Twitter 

Twitter - @DTVandewater           LinkedIn – David Vandewater

mailto:mail.abuse@ardenthealth.com



