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As UMC employees, we talk
about our culture of service very often.
Some may wonder whether our talking
about it means we actually walk the
walk or not.
Well, it has been proven over and
over that we do.
One February morning, this year,
Father Malcom Neyland, one of our
Pastoral Care staff members, woke up
not being able to see much out of his
right eye. Not thinking much of it, he
drove to work and put up with it.
Later, his director, Rev. Larry
Cothrin, asked him if everything was
okay. After telling him he couldn’t
see out of his right eye, Rev. Larry
took him up to see a specialist, who
determined he had a detached retina.
In order to repair this, he would have
to undergo two surgeries.
These surgeries would affect
Father Malcom’s equilibrium and
peripheral vision. They also would
require he stay at home and be still and quiet in recovery. No reading, no
watching TV, no cooking, no depth perception and little balance – many of the
things we often take for granted.
As if that wasn’t enough to go through with one eye, shortly after, Father
Malcom’s left retina also detached. It was then onto two surgeries on his left
eye – for a grand total of four eye surgeries—all performed by our awesome
Dr. Kelly Mitchell.
Total recovery time for all surgeries was seven months. Father Malcolm
did not work for a few months and then could only work only part time.
Throughout all of this one thing made the biggest difference for him: UMC employees stepped in and revealed our culture in a manner that blew him away!
It all began with a “meal train” on mealtrain.com that Rev. Larry set up for him. So many employees signed up to bring meals while he was recovering, Father
Malcolm did not go a day without eating. That’s right, for all seven months employees gave him meals.
“I gained weight during a time most people would have lost weight,” Father Malcolm said. “Each meal was enough for two! No, but just the fact that people
would do this was very humbling to me.”
Aside from providing him seven months’ worth of meals, employees from all departments at UMC donated
Paid Time Off hours to him, so that he could get a full 40 hours of pay each week. An act like this is just about
Sharing Success Retention
unheard of at any other place of employment!
Bonus Update
“That surpasses any kind act,” he said. “UMC employees are self-giving. This for me was tragic, possibly
> see center insert for details
not being able to see. I’m always giving and helping others, but for others to step in and help me is just beyond
words. When you are the one in need and people step up like this, it is humbling. To me, this is an exquisite
hospital.”
Father Malcom described the kindness he experienced from each of you as from the Lord. He said all the
things UMC strives to show patients, came out in helping him. During a time that he needed family and didn’t
have that, he felt like UMC employees gave him one again.
Thank you all for always going above and beyond, not only for our patients but for our peers. You really
reveal what our culture is all about.
umchealthsystem.com
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UMC’s Respiratory Therapy department has done an excellent
job in going out & recruiting employees who fit our culture.

When working at a hospital that strives to
go above and beyond in meeting the needs of our
patients, we often are in need of staff members that
are willing to go that extra mile. Recruiting efforts
sometimes need to be maximized and strategized.
UMC’s Respiratory Therapy department has done
an excellent job in going out and recruiting employees
who fit our culture of service! When this department
was understaffed, and there weren’t people to hire
locally, it was time to hit the road.
Anthony Trantham, Assistant Director of
Respiratory Care, said he began the recruiting process
by researching Respiratory Therapy programs in Texas
and New Mexico that were doing well. Through CoARC,
the governing body for RT schools, he was able to find

schools with above-average passing rates and contact them to schedule meetings.
Trantham went to a total of 26 schools in Texas and New Mexico with trinkets and brochures. He showcased the specs of our Respiratory Care Department, and
gave each prospect a Visit Lubbock brochure to show them what Lubbock had to offer. Students also learned why UMC was a great place for them to consider working.
He told them about our SIOP culture, that we are debt-free and that we are one of the Best Places to Work in Texas.
“Since then we have hired 19 full-time therapists from schools outside of Lubbock,” Trantham said.
This is a great success, and it is Respiratory Therapy’s first year recruiting in this way! The key was go out and spread the word that UMC exists and that it is a
great place to be.
“I think the big thing is that people don’t know we’re here, and I think that a lot of people would be willing to come because it’s a great place to work, and
Lubbock is not a bad place to live,” Trantham said, “It’s just that [otherwise] they don’t know we’re here.”
Anthony and the rest of the Respiratory Care staff did just that: they showed these prospects that UMC and Lubbock were great places. They flew students in for
interviews, paid for their hotel rooms, and personally showed them around Lubbock.
“Really, it was a team effort,” he said. “I did the leg work, but, really, it was
Jeff Hill’s idea and Robert Lopez let me go wherever I needed to go. A lot of staff
was involved with interviewing, giving them tours of the hospital, and taking them to
dinner. Just the fact that administration allowed us to go out and do this is huge!”
What an amazing example of coming together as a team.

In Memory Of
Irma Cantu Saenz
Nursing Support Services

Scott Key

Biomedical Services

You will be missed greatly.

The Guardian Angel Program
For the dedicated caregivers at UMC, serving patients is
more than a job – it’s a calling.
With the Guardian Angel program, patients can honor that calling
through a charitable gift to the UMC Foundation recognizing the
caregiver who made a difference during their stay. Donations help
provide the specialized equipment and support that saves lives. The
most recent Guardian Angel recipients are:

Melanie Isaacs (CICU) & Kelsey Dennis (CICU)

See a Need, Fill a Need

Most of us have heard the phrase “see a need, fill a need,”
however, when was the last time you either took the time to do
this, or to notice others around you doing it?
UMC is so proud to have employees that take this phrase to
a whole new level every day!
Heather Beaugh and Natalie Thomas, therapists at our South
Plains Rehabilitation Center (SPRC), have done an amazing job in
seeing a need and filling it.
An injured, wheelchair-bound patient began coming to SPRC
for therapy and asked therapists if they knew of a support group
to join. After searching for systems of support for wheel-chair
bound people, Heather and Natalie realized Lubbock did not
have much to offer. Rather than telling the patient there were no
groups in town, they began their own – deciding that dodge ball
would be a great way to connect him and others with a support
system.
For an entire year now, every 2nd Saturday of the month,
wheelchair users from all over Lubbock meet at the Texas Tech
University Recreation Center indoor soccer court for a good ol’
dodge ball game.
In order to help everyone connect and receive that support,
participants sit and eat pizza together after every game.
“It’s really about bringing a support network for the people
that participate,” said Heather.
Join SPRC every 2nd Saturday of
After word of them was spreading, the SPRC dodge ball
the month at 1pm at the Texas
group received a wonderful surprise! Pete Christy of News
Tech Rec Center soccer court!
Channel 11 challenged them to a game of dodge ball for his “I
Beat Pete” news segment.
They played the best of seven, with 6-on-6 teams. Christy’s team was made up of his friends, two of them
professional football players from Canada. This made the SPRC team nervous, but they gave it their best shot. To Pete’s
surprise, they won!
This monthly event is really made to be a family-friendly event. Families often come to support their loved one and
play in some of the extra wheelchairs that are brought in.
The group also has many volunteers that help and participate, including Occupational Therapy and Physical therapy
students, as well as therapists from the community.
“It’s a great opportunity for them to interact with chair users, and find out what they go through on a daily basis,” Heather said.
The team also has a good amount of community sponsors.
To join in on the fun, contact Heather at 806.470.0926 or 806.778.0131.

Service Pillar

National Hospice & Palliative Care Month

Safety / Quality Pillar

This month we celebrate National Hospice and Palliative Care month, and
we recognize all our Palliative/Supportive Care department does in helping our
seriously ill patients and their families.
The main mission of our Supportive Care Unit is the relief of suffering
by caring for the whole person and family unit. They carry this mission out
by speaking with patients throughout the entire hospital about advanced
care planning, goals of care and complex symptom management. When it is
appropriate, patients are then transferred to the Supportive Care Unit.
“We care for patients in all stages of chronic and advanced illness,” said
Jennifer Adams, Palliative Coordinator, “and many times our patients are pursuing
curative therapies.”
Caring for these patients in all stages of their illness entails many facets of
care. Aside from ensuring symptoms are controlled; spiritual, emotional, social
and psychological needs are cared for in both the patient and their family.
Our Supportive Care Unit has a peaceful, more home-like environment –
complete with a family room, children’s play room and a spa room with a jetted
tub.
One preconceived notion we want to abolish is that patients are just
transferred to our Supportive Care Unit to be made comfortable enough to breathe
their last.

“People think that all of our patients die here, and that’s not true,” said
Jennifer. “A lot of them are discharged, and the goal is to discharge them. When
they are discharged, we make sure they have all of the resources they need to be
well cared for. We want people to realize there is a place for us in medicine, and
we aren’t just here to give patients a place to die.”
Another way this unit is unique is many of the palliative care services offered
in it are not billable. This unit works off of philanthropy and the support of our
wonderful UMC Administration.
Although this philanthropy is usually monetary donations, there are other
donations, such as artwork, that set our Supportive Care Unit apart.
David Halloran, a graduate in Photocommunications at Texas Tech University,
donated several of his photos to bring peace to those in UMC’s Supportive Care
Unit.
“It was an honor when I was asked to be a part of this,” Halloran said. “I had
always wanted a place where others could enjoy my photographs. Knowing that
my images are bringing joy to those in the supportive care unit is incredible.”
The UMC Palliative Care team is so great! Our Palliative Care team is made
up of: Dr. Stephen Gates, Dr. Kelly Cline, Amy Blasik, P.A., Sandra Shaprell, FNP,
and Jennifer Adams, RN and nurses specially trained in palliative care. Be sure to
thank them, this month, for all they do!

Dear TeamUMC Staff,

November 15, 2016

Thank you very much for everything you have done in 2016 to contribute to the continued success of UMC. Our hospital and our culture, Service
is our Passion, is growing and strengthening because of you. On Friday December 16th UMC’s Sharing Success Retention Bonus will reward eligible
employees 22 hours of pay plus loyalty hours, and eligible part-time employees 11 hours plus loyalty hours.

Service: In 2016 our inpatients ranked UMC again in the top 10% nationally for patient satisfaction. This award was echoed by female patients
who rated UMC a “Women’s Choice Award Top 100 Hospital.” Press Ganey recognized UMC for maintaining consistently high levels of patient and
employee satisfaction across multiple years. Service is our Passion defines our culture of service…it is our collective “why” at UMC.
Quality: We submitted our application to become a Nursing Magnet hospital, having also achieved Pathway designation in 2016. We are ending
the year with much improvement in patient safety – falls, pressure ulcers, and infection. This year also brought to UMC certifications as a Baby-Friendly
hospital, a Bariatric Center of Excellence and a Most Wired Healthcare organization.
Stewardship: Admissions, census and outpatient volume all increased, supporting the upcoming new bed construction in the East Tower. Cost
per adjusted discharge (the cost of caring for patients) is below budget. Yet as costs rise higher than revenue, 2017 will see a new “waste walk” to drive
greater efficiency.
Teamwork: UMC was again named by Texas Monthly the #1 Best Company to Work for in Texas. Turnover increased (a focus for 2017) but
employee satisfaction remained in the top 10%. Teamwork produced a great deal, from certifications in Clinical Lab, Cardiac Rehab, Burn and LVAD to
perfect health department scores for Food and Nutrition. Teamwork flourished again through your generosity to 30 Minute Club, CMN, United Way and
Brown Elementary.
Growth: MOP II opened this year, including an on-site Urgent Care clinic – a less expensive, accessible option for non-emergent EC patients; it is
open for UMC employees as well. More than bricks & mortar growth refers to our UMC brand, which continues to strengthen, proving that Service is our
Passion to entire region.
Sharing Success

Measurement

Full Time Payout

Quality

Patient Safety Indicators: 7 of 8 = green (postop sepsis was not)
Hospital Acquired Infection = 3.87%
Patient Flow – Discharge Time (2:49pm)

7 of 8
5 of 8
0 of 3

Quality

HCAHPS: One measure was “green” (care transitions)
Press Ganey: Did Staff Wash Their Hands? = 65th

2 of 18
0 of 4

Finance

Hospital Operating Margin = 4.82%
Overtime percentage = 4.73%

8 of 8
0 of 3

Total Payout for Full-Time

22 hrs + Loyalty Hours

Thank you! Your work proves that Service is our Passion. I hope you and your family enjoy a blessed holiday season.
With gratitude,

David Allison

President and Chief Executive Officer

Pt Safety Indicator 90 is made up of 8 measures: Goal < CMS benchmark

Hours pd in bold

PSI 03:
PSI 06:
PSI 07:
PSI 08:
PSI 12:
PSI 13:
PSI 14:
PSI 15:

+1
+1
+1
+1
+1
0
+1
+1

Pressure ulcer rate
Iatrogenic pneumothorax rate, adult
Central venous catheter – related blood stream infection rate
Postop hip fracture rate
Postop pulmonary embolism (PE) or deep vein thrombosis (DVT) rate
Postop sepsis rate
Postop wound dehiscence rate
Accidental puncture or laceration rate

Hospital Acquired Infection Rate: Reduction from 2013 rate of 4.68%
(2016 rate = 3.87%, a 17% reduction)
4.12% = 15% decrease or 147 saved patients
3.98% = 18% decrease or 184 saved patients
3.74% = 20% decrease or 245 saved patients

Patient Flow: Discharge time (2015 = 2:56pm)
Move up to 2:40pm
Move up to 2:25pm
Move up to 2:00pm

8 HCAHPS (Inpt Satisfaction): Goal > CMS benchmark at least 2 qtrs
Rate hospital 0-10
Communication with nurses
Responsiveness of hospital staff
Communication with doctors
Hospital environment
Pain management
Communication about medicines
Discharge Information
Care Transitions

Press Ganey inpt satisfaction: Did staff wash their hands?
(last six months of 2015 = 90th percentile)
80th percentile
85th percentile
90th percentile

Hospital Operating Margin % = Operating Income /Operating Revenue
Ex: Op Margin of 3% = Op Income of $0.03 is made on each dollar of Op Revenue we collect

Greater than or equal to 2% and less than 3%
Greater than or equal to 3% and less than 4%
Greater than or equal to 4%

Management of overtime (2015 OT percentage = 4.68%)
OT percentage of 4.25% = savings of $671,000
OT percentage of 4.00% = savings of $802,000
OT percentage of 3.75% = savings of $937,000

Hours pd in bold
2
+5
8

Hours pd in bold
1
2
3
Hours pd in bold
2
2
2
2
2
2
2
2
+2

Hours pd in bold
1
2
4
Hours pd in bold
3
5
+8

Hours pd in bold
1
2
3

What are the eligibility requirements?
• Full-time eligible employees hired 1-4-16 or earlier, who have worked an ave. of 72 worked hrs per pay period (including PTO, etc.) from
12-13-15 thru 11-26-16 are eligible. Full-time eligible employees will receive 1 Loyalty Hr of base salary for each year completed at UMC, in 		
addition to hrs potentially earned for goals outlined above.
• Part-time and on-call eligible employees hired 1-4-16 or earlier, who have worked an ave. of 36 hrs per pay period from 12-13-15 thru
11-26-16; and full-time averaging less than 72 hrs per pay period are eligible. Part-time and on-call eligible employees will receive ½ Loyalty
Hr of base salary for each year completed at UMC, in addition to ½ hrs for goals outlined above. Employees not eligible for the bonus: Agency, 		
contract, & temporary staff, employees who have given notice of termination, employees who termed and returned in the same year, employees 		
on probation or suspension in 2016, and employees who averaged less than 36 hrs per pay period.

Extra Life
Stewardship Pillar
One of the greatest things in a video game is the fact that you, as a player,
get multiple lives. When you die in a video game, it’s okay because you have an
extra life … or two … or three!
Although we don’t necessarily get extra lives in reality, kids at the UMC
Children’s Hospital often do get a second chance at life because of the tools and
technology provided by funds from the Children’s Miracle Network (CMN).
One of the ways we, and other CMN hospitals, receive the funds needed
to make Miracles happen is through participation in Extra Life. Extra Life unites
players around the world in a 24-hour gaming marathon to support Children’s
Miracle Network Hospitals. Since its inception in 2007, Extra Life has raised
more than $22 million for local CMN hospitals, like UMC.
We are so honored to have IT employees who decided to take their love of
video games and raise money by participating in Extra Life this month!

Cory White, Brent
Delashaw, Brent Cray and
Travis Lipe formed a team
and got together from 8AM
November 5th until 8AM
November 6th to play both
video games and board games.
They said after seeing
what the UMC Foundation does
with money that comes in, it
was hard to resist helping.
“Anything we can do to
increase what they are able to do for the kids,” said Brent Cray.
Before the marathon even began, the team collectively raised $2,000.
What a great accomplishment! This will help to provide the UMC Children’s
Hospital with a handful of gaming consoles that will help kids get their
minds off of whatever they are going through while there. At the finish of the
marathon, they raise a grand total of $3,700!
Way to go, team!

Thank you, from the bottom of our hearts, for participating
in the American Heart Association’s Heart Walk last month.
Together, we raised $17,511! Our organization is always
among the top fund-raisers!

Employee of the Month
November

Arianna Rickman, RN, BSN
3 East
Arianna was in the mall when she noticed a woman on
the ground, surrounded by mall staff. She was able to
assess the situation and recognize that the woman was
having a stroke. This made it possible for mall staff to tell
the 9-1-1 dispatcher the severity of the situation, which
made a huge difference for the woman!

Attending of the Month

Christina Montanez
BSN, RN

November
Gerrid Warner, MD
Emergency Center
Dr. Warner is a great doctor! He exudes kindness to
all he meets, and he is great to explain what is going
on to both nurses assisting patients and the patients.

November

Resident of the Month
October

Isaiah Garcia

Andrea Aguilera

Travis Winston, MD
Orthopedics
Dr. Winston is often meeting his patients on their worst
day, however, he is always able to explain their care in
ways that put them at ease. He displays confidence in
his skills and gives patients hope.

Rosalinda Martinez Christina Montanez

602 Indiana Avenue
Lubbock, Texas 79415
806.775.8200

ENTER OUR

GIVEAWAY!

There are five hidden UMC logos [ ] in Progress Notes. Find all of them, and email us before the end of the
month with the locations and your name will be put into a drawing for a $25 gift card. One winner will be
selected. To enter, send an email with the locations to Danielle.Hathcoat@umchealthsystem.com. Good luck!
The winner of October’s contest was Pam Hicks, 4 East Unit Assistant!

WHY IT MATTERS:

Decision Support Services
Continuing in revisiting Service is our Passion – its beginning and its purpose at UMC – we explore the importance of our culture, carried out in various
departments. This month, we look at its importance put into action in Decision Support.
In Decision Support, the main goal is to truly know the cost of patient care. This allows Decision Support to make better choices, now and for the future.
This is what we do, but why? To serve and support the decision making of administration, departments and physicians in order to provide excellent patient
care.
An example of Decision Support’s why being carried out is with the new Reshape gastric balloon procedure introduced to Endoscopy by Dr. Islam. In order to
see if this was the best decision for UMC, this department was asked to determine the financial impact of the new balloon.
We determined it could be good for patients, but would it be good for business, as well? After working with various hospital departments, we determined the
answer to that question was yes!
Our investigation of decisions ensures our hospital gets the best, so we can give our patients the best.
*Learn more about the Decision Support department’s why by watching the video on our YouTube page. Simply search UMC Health System on youtube.com.

