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Greetings from the frontlines of the pandemic response. As I consider where each of you are leading the re-

sponse in your communities, I pause to reflect on what drives and guides us. Our missions and core values are, 

as never before, key to our adaptation to meet the response needs of the COVID-19 pandemic. Though our mis-

sion statements and core values vary in wording, they all have the care of the patient as the central theme (e.g., 

providing support, education, diagnostics, and treatments). Without waver, our teams are meeting these mis-

sion-critical challenges by exhibiting a variety of core values. I continue to be inspired by the hard work, dedica-

tion, and focus our teams are giving to the crisis we face. 

 

In reflecting on this, I am reminded of the importance of the Malcolm Baldrige Performance Excellence Pro-

gram's core values and concepts. Those, in particular, stand out to me at this time, including customer-

focused excellence, organizational learning and agility, and valuing people. 

 

Customer-Focused Excellence 

 

Central to care is our patients. Nothing exists without our patients, and in this pandemic, we are still ramping up in numbers. As we pro-

vide lifesaving therapeutics to those with active SARS-CoV-2 disease and we expand operations to provide vaccines to help slow the 

spread, we are getting great support from the individual patients and families. I am sure you are all getting notes of gratitude and artful 

exhibits of appreciation. As we think about populations of patients, here too, we are receiving gratefulness from our communities. Yet, in 

the current climate, we also face questions of access, of equity, of meeting the care needs in a time-appropriate manner. For example, 

though there are not enough of these therapeutics and vaccines in supply yet, we are all involved in the planning with Federal and State 

authorities, who are coordinating supply allocations in purposeful ways as fast as the agents are produced. We drive through these chal-

lenges because of one reason…our patients. 

 

Organizational Agility 

 

Business as usual? I do not believe anyone in healthcare has not had to pivot, many (even most) very significantly so. Leaders working 

with our teams have navigated the needed adjustments where we see success. Ambidexterity has become an absolute necessity as we 

stand up new operations while maintaining our existing patient care services (even if modified). I reflect on the visual of a palm tree in a 

tropical storm. The bending and swaying, but inevitably weathering the storm. For healthcare organizations that have been tempered over 

time to build agile strategic plans, they are standing as the palm tree. 

 

Those who have ingrained learning into everything they do, those who continuously find ways to make things better and better, are stand-

ing strong. In these crisis times, we cannot abandon those improvement ways; we still need to assess and take additional actions for pro-

gression. For example, as we vaccinate or expand beds or execute on other evolving patients' needs, successful organizations strive to 

innovate and improve throughout. It is that flexibility that drives that ongoing assessment and change that helps us meet this crisis head-

on. Are you thinking about how well your organization is doing this? Are there 1 or 2 additional actions you can take to lead this further? 

 

Valuing People 

 

In times like this, as our focus is pulled in so many directions, it can sometimes be possible for our time to be monopolized. Our teams 

being so crucial to our mission, it is key to break that monopoly and find ways to celebrate and appreciate our exhausted team members. 

Our team members want to help patients, and we need to help them do so in a secure way. One small way I break this monopoly and en-

sure I value my team members is that I work on their behalf to ensure I know what they are feeling, what they are experiencing, and where 

they see or foresee concerns so we can rapidly address these. I give my co-workers an active forum to reach me directly on an ongoing 

basis for concerns. 

 

Another example that I have found effective is a series of short town halls where I make myself available to address inputs and share 

information is key. This is not the same as my leadership team meetings, but rather a broad cross-section of the teams. This has helped 

throughout with a means to gather information, provide guidance, share information, share priorities, hear challenges, and generally give 

the team a forum and encouragement. 

 

Providing work/life balance support and recognizing the challenges many have with coping is so important in valuing team members. A 

crisis is a severe difficulty and involves complexity and stress. Each of our team members handles stress differently. Do we know how 

each is coping? Especially, do we know how each is coping given the ongoing length of this pandemic? For this, I encourage you to ask 

yourself, "how am I making time to acknowledge the work that my team members are doing?" "Am I regularly checking in with individual 

team members about their non-work?" "Am I missing anyone?" I have found this regular dialogue helpful in encouraging my teams to bal-

ance work/life and support their sense of well-being. If we care for each other, we can continue to care for our patients. 

 

Best to each of you.  

Trent 
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