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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. 

December 16, 2019

Julie Cromeens, VP Marketing & Communications

It’s a busy time of year, but also a great time to 
stop and reflect on all we’ve accomplished. We’ve 
made great strides over the past 20 months and 
while we still have opportunities, it is important 
to celebrate how far we’ve come. I know Moody 
is excited to share some of these wins with you in 

his column next week, so I won’t steal his thunder. But I do want to talk about 
patient access -- the changes we’ve incorporated this year and how we’re going 
to continue to increase access in 2020. 

Online Scheduling: I’m thrilled to announce anyone (new and established 
patients) can visit https://uthealtheasttexasdoctors.com and schedule a primary 
care appointment (adult and pediatric) online. In a week we’ve seen nearly 70 
appointments scheduled online, and almost 50% of those were new patients to 
our system. 

Extended hours: This summer UT Health East Texas Physicians began 
extended hours clinics that are open in the evenings and on weekends. There are 
now 10 clinics across the region that offer extended hours and walk-in visits. 
https://uthealtheasttexasdoctors.com/locations/extended-hours

Call center: The call center answers between 65,000-80,000 calls a month on 
average, so it is an important patient access piece. We are currently onboarding 
some new leaders in the call center who bring great experience to the table. 
We’ve made improvements over the past few months and these leaders will 
continue that momentum. Please welcome Andy Batzner, who joined us on 
Dec. 9 and will be responsible for call center operations and will work alongside 
Mindy Mullee. 

Websites: Our online access has skyrocketed this year. Website visits and 
pageviews are both up more than 80% over last year and people are staying 
longer on our pages, which means we’re giving them the information they are 
searching for. There are always more opportunities to improve our websites. 
Websites should continuously change, because adding content, and keeping the 
website fresh is what helps us appear higher in search results, and the higher 

you are the more eyeballs you’ll catch. Thanks to all of you who reach out to 
the marketing team with updates, blogs, tips, testimonials and more! 

Social media: UT Health East Texas social media has increased in engagements 
(likes, comments and shares) and click-throughs in 2019. Social media is about 
starting conversations and interacting with others, so engagement -- when 
someone likes, shares or comments on our posts -- is one of the main metrics 
we watch. Engagement is up nearly 80% this year. Some of the most popular 
content includes the Facebook Lives, provider blogs and employee and patient 
testimonials. If you have a content idea, please let the marketing team know.

Care Coordinators: This year we began a new program at UT Health Tyler 
that has been successful in other Ardent markets. Our care coordinators help 
connect patients in the hospital to a primary care physician if they don’t have 
one.  

Urgent Care: You may have seen in the media recently that UT Health East 
Texas is partnering with Premier Health to open urgent care centers in East 
Texas. Our first collaboration will be in Henderson and is slated to open in 
July 2020. UT Health East Texas urgent cares will offer walk-in care for minor 
illnesses and injuries. We’re committed to these centers serving as just one step 
in a comprehensive, continuum of care that provides the appropriate level of 
treatment in the appropriate setting. Ideally, if someone walks into one of our 
urgent care centers without a primary care provider, we’ll be able to connect 
them with a UT Health East Texas PCP before they leave.

Docs on Call: Also slated for 2020, we’re working on advancing available 
telehealth across our system. 

These efforts have crossed departments, service lines, campuses and more, and 
are only made possible by us acting as ONE system. It’s been a busy year, and 
there is more to come, but I hope a few of these updates and the recent news of 
The University of Texas’ investments in East Texas excite you about the future 
of UT Health East Texas. Because you are a key part in our mission to ensure 
world class healthcare is accessible to all East Texans.   

Continuing efforts to improve access

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.
A man showed up and parked outside the front door at the Physician’s Office Building in Tyler, so a Concierge Team member went out to ask if he needed 
any help and was told he was there waiting on his wife to come down from upstairs. The team member told him that it was fine to wait there as long as he 
stayed with his vehicle, but then observed the man drinking from a brown paper bag in his vehicle and heard the man on his cell phone sounding angry he 
had to wait so long to pick up his wife. The man eventually came to ask for a restroom, leaving his car outside and not returning. Another caregiver found the 
man upstairs and said he appeared to be drunk. Because surgery was not going to send the patient with him while he was intoxicated, they made up some sort 
of stall story. When Tyler PD showed up, the man tried to circle out of the parking lot and get back on Beckham but was met by the officer who he almost 
just ran over. They had to remove him from the vehicle and cuff him 
shortly after. The patient’s mother was called and she picked up the patient and transported her home safely.

Please submit catches to todaniel@uthet.com.
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Christmas parade.

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 a caregiver from another 
hospital about a family member’s recent stay at UT Health 
Tyler.  
I wanted to share that my sister was in UT Health Tyler recently 
for hip revision/replacement after a bad car accident. The care was 
excellent and the third-floor nurses, tech and OT were amazing 
with my sister. 
I also got to experience the hourly rounding, bedside shift report, 
the food service staff. Everyone was very friendly and seemed so 
eager to serve. I know what care is supposed to look like in theory 
and in my daily work, but I got to feel it and experience it and it 
made a difference.
I didn’t know anyone on the unit. It was nice to experience real 
care when no one knows you and it’s just real. We had the same 
care team all three days of her stay and it was awesome. When we 
were in Dallas after the accident we never had the same staff and 
never saw the same person twice. This is why I love East Texas so 
much, we are still personal.
Send Connect to Purpose stories to connecttopurpose@uthet.com

In the news

KYTX interviewed dietitian Natalie Roberts about healthy holiday 
eating. 

In the community
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Celebrating the season

Women @ Ardent

UT Health Carthage and Henderson hosted a joint 
annual holiday party for caregivers.

Please join us for the next Women @ Ardent webinar on: 
“Communicating with Confidence, Even When you are 
Nervous” at noon Friday, Jan. 17.  

This topic was the most requested from our initial survey. 
Effective communication is a key component to connecting 
with others. You can diminish the feeling of being nervous 
or scared and present with confidence using practical 
tips shared during this webinar. Whether in one-on-one 

meetings or speaking to a large group, our goal is to 
provide you with insights and tips into communicating 
with confidence – even when you are nervous.

To learn more about Women @ Ardent or to sign-up for 
email notifications, visit ardenthealth.com/women or text 
Women to 95159 for updates and webinar reminders. If 
you have additional questions, please email Women@
Ardenthealth.com. 

UT Health Tyler treated caregivers and their families to 
Santa’s Gingerbread Workshop.
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Holiday gift cards

Ardent Service Excellence Podcast 
Episode #11

New HR leader

Stocking babies
Our gift to you this holiday season is a $25 
gift card to a local grocery store that will be 
distributed by your manager. The IRS states that 
employee gifts are taxable income. On average, 
this tax is about $4 for a $25 gift.
  
On your paycheck, you will see:
Earnings / Pay Type: Bonus Gift Card $25.00

Deduction / Bonus Gift Card $25.00

If you have questions, please contact your HR 
business partner.

Mary LaFrancois started Dec. 9 as our new Vice 
President of Human Resources. Mary brings 
more than 30 years of HR experience, which 
includes 18 years in healthcare. 

Most recently she was the HR leader for the 
Indiana and Ohio markets with Trinity Health 
System, which includes two health systems with 
a total of seven hospitals, 72 outpatient clinics, a 
health plan, college of nursing and two medical 
education programs. Before that, Mary was 
VP of Human Resources for Christus Spohn 
Health System in South Texas, where she was 
HR leader for six hospital campuses and seven 
family health centers. 

In her previous roles Mary has led software 
conversions, driven transformation with 
employee satisfaction, has improved overall staff 
turnover and significantly reduced RN turnover. 

Mary received her Bachelor of Business 
Administration and Management from 
Edgewood College in Madison, Wisconsin, and 
her Masters in Human Resources Management 
form Capella University. Please join me in 
welcoming Mary to our team.

The Ardent Cup is awarded to the 
highest performing entity across all 
five pillars – people, service, quality, 
growth and financial. At the 2019 Ardent 
Leadership Conference, Bailey Medical 
Center received this award for the fifth 
year. In the episode of the Ardent Service 
Excellence podcast, Ardent COO Paul 
Kappelman visits with Bailey’s CEO 
Keith Mason on what this award means.
Click here to listen.  
https://youtu.be/HVcuYG_0yl4

Babies born at UT Health Tyler this month are going home with a 
special gift this holiday season. UT Health East Texas is presenting 
all new mothers with hand-sewn stockings embroidered with the UT 
Health East Texas logo. The oversized felt stockings were hand sewn 
by members of the local Church of Jesus Christ of Latter-day Saints. 
These are the first babies to receive the stockings at UT Health 
Athens, Henderson, Jacksonville and Tyler. 


