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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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Striving for service excellence in every role
Note from Moody Chisholm, division president and CEO. Continuing with our guest columns, Cindy Klein, HealthFirst COO, 
discusses service excellence.

At HealthFirst, unlike many caregivers across the UT 
Health System, we don’t do direct patient care. We create 
and manage health benefit plans for employers (including 
UT Health East Texas), so our team processes medical 

claims, provides case management, handles customer service, pays invoices and 
does all the other work involved in making sure our plan members can access the 
healthcare they need.

Still, as we participated in Ardent’s system-wide Service Excellence program 
this year, we discovered it reinforces our core values – to provide thoughtful, 
personalized service to the companies and people we serve. The fact that we’re 
not drawing blood or performing surgery doesn’t matter. The modules in the 
program have lessons for all of us. 

What’s My Why — Everyone needs a reminder sometimes on why we get up 
and go to work every day. 

Standard Greeting — We all talk to patients and clients, and they all deserve 
clear, respectful, and helpful communications.

Senior Leader Rounding — What a great way for both staff and senior leaders 
to learn from each other.

As our service excellence team customized the curriculum for each module, we 
initially thought we’d skip the bedside shift report. The description, to improve 
the process by which nursing staff conducts change of shift/hand-off of care 
reports at the patient’s bedside, seemed very specific, like it doesn’t apply to us.

But when we looked more deeply at the curriculum, we realized there were 
lessons there to learn as well. The idea of “handing off” care — that is what our 
teams do every day, when solving complex problems that require us to work 
across departments.

The basic bedside handoff tool, SBART, can easily be adapted to a different 
kind of handoff for us, and for many other departments across UT Health East 
Texas. We can all use it to ensure we don’t drop the ball when it comes to an issue 
affecting a client, patient or health plan participant.

Situation: When a problem arises, quickly identify who’s affected, who else needs 
to know and who can help solve it. Then, share information clearly and quickly.

Background: In emails, phone calls and meetings, stick to the facts. Don’t get 
sidetracked by emotion or blaming, and don’t silo information, but instead share 
enough that the team can determine the next steps to take. 

Assessment: Continually work as a team to communicate progress and make 
sure that key responsibilities have an owner. Remember the old adage, when 
something is everybody’s job, it’s nobody’s job? It’s very true, as anyone who’s 
ever been on a long email chain with no clearly delineated responsibilities can 
attest.  

Review and Recommendation: When a problem is resolved, be sure to 
communicate it across departments. It might seem that a problem or resolution 
only involves one or two departments, when in actuality, it could affect everyone. 

Thank You: There’s no such thing as saying thank you too often to our clients, 
and especially to our own colleagues, who we work with and depend on every 
day.

Indeed, working through the service excellence program  also has helped us keep 
employees engaged and motivated. We were honored to land a spot on Modern 
Healthcare’s Best Places to Work in Healthcare list this year, and we believe 
our commitment to service excellence — internally and externally — was a big 
factor. 

By the way, if you or a family member are a UT Health plan participant and 
need help navigating a challenging health issue, help is just a phone call away. 
Our HealthFirst case managers are there to help you get the help you need. Call 
anytime for assistance: 903-579-3970.

Ardent CEO David Vandewater, 
HealthFirst COO Cindy Klein, 
HealthFirst Director of Human Resources 
Beth Preston and UT Health East Texas 
President and CEO Moody Chisholm 
attended a dinner in Dallas announcing 
Modern Healthcare’s ranking of the Best 
Places to Work in Healthcare. HealthFirst 
TPA ranked 43 on the list.

Our journey to 
Mission Zero
We are embarking on the next phase in our journey to high reliability, starting 
with our leaders across the division. The first step to true high reliability is 
to get our leaders on board with knowing and understanding what methods 
leaders need to follow to drive a culture of safety for their teams. That is 
why all managers are required to attend an upcoming training session in the 
Atrium at the UT Health Tyler Pavilion (reminder to managers to sign up for 
the training if you haven’t already done so). Managers will undergo training 
in October and November and it will be rolled out to all caregivers after that. 

East Texas
Mission Zero

Ardent Executive Vice President and Chief Operating Officer Paul Kappelman spoke to 
leaders from across the division at the annual Quality Conference on Thursday. The event 

featured presentations on quality, service excellence, Mission Zero and much more. 

Quality Conference
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Connect to Purpose

I just wanted to share with everyone a call that happened on Sept. 5. At 7 p.m. I received 
a phone call from Lindsey Lawson, paramedic on truck 951. Lindsey stated she was on 
scene with a gentleman who needed assistance getting back into his house. She went on to 
tell me that the patient lived alone and that he is wheelchair bound. She also stated that the 
gentleman is on dialysis and relied on a medical cab to pick him up, take him to treatment 
and back home three times per week.  

On this particular day, the driver of the bus that picks him up pushed him on to the front 
porch and left him there. Lindsey stated that patient told her he sat outside until he was able 
to call EMS for help. She stated she and her partner got him into his home and in an attempt 
to make him more comfortable get him a glass of water. This is when she found out that he 
had no glasses, no food and only a half gallon of milk in the fridge that she wasn’t sure was 
good. Lindsey then asked me if she could go into Chandler and pick up some groceries for 
him and bring it back. I informed her that she could and I called dispatch to tell them what 
was going on so they could assist the patient. Lindsey’s compassion for her patient is a good 
example of the standard we strive for at UT Health East Texas EMS.

Connect to Purpose stories are examples of how our caregivers go 
above and beyond to show they care. 
The following was submitted by Tony Hernandez, regional director, UT Health 
East Texas EMS.

Dr. Brandon Ashton was interviewed by KLTV
about breast cancer awareness month. 

Rock on

UT Health Quitman has created a painted rock garden for 
swing bed patients. Patients have the opportunity to paint rocks 
that caregivers then place in the garden on the hospital’s patio. 
Quitman also just had an employee Halloween rock painting 

contest and handed out prizes to the winners. 

Acquisitions
Hope Cancer Center
UT Health East Texas has acquired HOPE Cancer Center of East Texas, and 
changed the name to UT Health East Texas HOPE Cancer Center. 

Operating clinic locations in Athens, Cedar Creek Lake (Gun Barrel City), 
Henderson, Jacksonville and Tyler, UT Health East Texas HOPE Cancer Center is 
home to eight physicians specializing in hematology (blood diseases) and oncology 
(cancer treatment) including Michael Ashigbi, MD; Myrtha Basile, MD; Robert 
Droder, MD; Katrina Glover, MD; Arielle Lee, MD; Joseph Martins, MD; 
Shawn Tai, MD and Marc Usrey, MD. 

“HOPE has been helping East Texans fight cancer with cutting-edge treatments and 
compassionate, quality care for 30 years. We are delighted to join forces in what 
promises to be a broad-based collaboration that will expand care for those facing 
a cancer diagnosis,” said UT Health East Texas CEO Moody Chisholm. “East 
Texans are sure to benefit from the extraordinary expertise and loving care offered 
by UT Health East Texas HOPE Cancer Center.”

Urology Center of East Texas
Urology Center of East Texas, PA, in Athens is now part of UT Health East Texas 
Physicians. 

Urology Center of East Texas, PA, was founded in 1986 by Ruben L. Garcia, MD, 
FACS. William A. Elfarr, MD, FACS, and Paul Morelli, PA-C, joined since 
that time. The team provides a wide range of urology services, including pediatric 
urology, at offices in Athens, Palestine, Kaufman and Corsicana. 

“We are excited to have Dr. Garcia, Dr. Elfarr and Mr. Morelli as official 
members of the UT Health Athens team,” said Scott Campbell, CEO of UT 
Health Athens. “While they have been members of our medical staff for many 
years, we are excited for the new opportunities that lie ahead for everyone with 
this new affiliation.”

The food services team 
officially took over operations 
at North Campus Tyler last 
Monday. The team is excited 
about the opportunity to bring 
their culinary skills to the 
North Campus. 

On the move

In the news
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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).

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

Great Strides Walk
A big thanks to Dr. Couch, Dr. 

Amaro Galvez and our pulmonary 
team who participated in 9/28 Great 

Strides Cystic Fibrosis Walk. We 
had a great time engaging with 

the community and supporting the 
cause to end cystic fibrosis!

Out of the Darkness Walk
Dr. Jeffery Matthews and other 

UT Health caregivers participated 
in this year’s Out of the Darkness 

Tyler Walk. We had a large turnout 
from the community and we are 
proud to help raise awareness for 

suicide prevention.

Join a UT Health Heart Walk team
UT Health East Texas is one of the local 
sponsors of the American Heart Association’s 
Tyler Heart and Stroke Walk, which will take 
place on the downtown square on Saturday 
Nov. 16. Please join a UT Health team and 
plan to walk (or run) with us. The event 
features a 1-mile walk and a 5K timed run. 
For more information or to register, click 
here. The registration fee for the 5K is a $25 
donation with code: TYLER5K. Participants 
will receive a T-shirt, while supplies last.

In the
community

National Night Out
The UT Health East Texas Grand 

Saline clinic showed their community 
spirit by participating in the Grand 

Saline National Night Out on Oct. 1. Comprehensive stroke 
certification
UT Health Tyler has earned The Joint Commission’s Gold Seal of 
Approval® and the American Stroke Association’s Heart-Check mark 
for Comprehensive Stroke Certification.

UT Health Tyler underwent a rigorous, onsite review. The Joint 
Commission standards are developed in consultation with healthcare 
experts and providers, measurement experts and patients. The 
reviewers also conducted onsite observations and interviews.

Nancy Brown, chief executive officer of the American Stroke 
Association, said the certification reflects UT Health Tyler’s 
commitment to providing the highest quality of care for stroke patients. 
“We congratulate UT Health Tyler for this outstanding achievement,” 
she said.

UT Health Tyler offers patients the latest approaches for caring for brain aneurysms, including coilings, clippings and flow 
diversions. UT Health Tyler has the ability to care for the most acute and complex patients. This is possible with state-of-the-art 
neurointerventional angiography and advanced imaging tools. The specialized stroke team manages the stroke patient from the 
onset of the stroke to rehabilitation and then management post stroke.  

UT Health East Texas is in the process of transitioning to Lawson as a simplified platform for all employee, HR, accounts 
payable, payroll and supply chain functions. On Dec. 22, UT Health East Texas will begin using Lawson for employee HR 
and payroll functions. The transition to accounts payable and supply chain functions will follow at another date.  

Your processes will be streamlined into a single software across all UT Health East Texas campuses, replacing multiple 
current platforms.

Lawson benefits include: 
• One single employee ID number across the UT Health 

East Texas system 
• One consolidated paycheck, even if employed at more 

than one UT Health East Texas facility

• Improved reliability with one platform
• Reductions in errors and duplicate work
• Continual enhancements and improvement to the 

platform over time

Stay tuned as we continue to communicate about these changes and what they mean for you.

Preparing for Lawson

https://www2.heart.org/site/TR?fr_id=4323&pg=entry
https://www2.heart.org/site/TR?fr_id=4323&pg=entry

