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Letter from the President

What a year…. Looking back, all that matters is that we made it and came
out stronger. I know that we did not do it alone so I want to take this oppor
tunity to thank our dedicated TXMGMA board members, Local Chapter lead
ers, sponsors and most importantly, YOU, all our members for sticking with
us.  You are the reason we exist. 

It was so nice to see familiar and new faces at our 2022 Annual Conference
in Dallas.  Catching up with friends, meeting new friends, networking, learn
ing and laughing at ourselves because we all know the code for a banana at
the grocery store is something I know I took for granted prepandemic.  Huge
shout out to our Educational Chair, Janice Miller, and our Executive Director,
Lisa Beard, for planning amazing event. Trivia was a blast and for those who
don’t know, Team Destroyers won… muahahaa!!

I am so excited to see what next year will bring. It has truly been a pleasure to serve as your President this
term. Thank you and I wish you all the best.

All My Best,

Terri Le, MHA, MBA
Texas MGMA President

Terri Le, MHA, MBA
Texas MGMA President
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PresidentElect Janice Miller presents Terri Le

with her President’s plaque.  Texas MGMA

greatly appreciates your leadership and 

guidance this last yearTerri!



2022 Texas MGMA Annual Conference Pictures
Ringmasters of Healthcare
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Thanks to all that attended the Texas MGMA Annual Conference,
April 6-8, 2022.  We had an excellent line-up of speakers on 

hot healthcare topics.  We appreciate the time to network with other 
attendees and the exhibitors / sponsors that supported us. We will be 

sending out a Save the Date for our 2023 conference to all members soon! 
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Easy Ways to Destroy Patient Satisfaction

MedicalGPS sure got it right on this one – Just plain
common sense. Poor patient satisfaction scores can
hurt an organization’s reputation and bottom line. As
patients are becoming more savvy healthcare con
sumers, providing and maintaining an exceptional pa
tient experience is not only a key to success, but also
necessary for survival. MedicalGPS says to avoid
these seven deadly sins when implementing a strategy
for improving the patient experience:

Lack of Empathy

Empathy: “The feeling that you understand and share
another person’s experiences and emotions.” “Empa
thy has strong correlation with patient satisfaction.”

Responding to the emotional needs of patients with
empathy and compassion can be challenging and it
takes much practice to get it right. The first step is to
recognize that there is an emotional need, and then
act accordingly based on each patient’s unique cir
cumstance. Without empathy, at best the patient ex
perience feels robotic and at worse, you lose a
customer.

Nonverbal Language

Little or no eye contact, a posture of crossed arms, or
staying fixated on your computer screen are nonverbal
ways of communicating with the patient that expresses
negative body language. This can obviously impact
patient satisfaction. Sometimes we express negative
body language without being aware that we are send
ing the wrong message. Most of us can do a better job
of being mindful of our body language, making an as
serted effort to display positive body language.

Access Challenges & Patient Satisfaction

Lack of access, especially acute access, is one of the
major challenges facing physician practices across the
country. One huge advantage your practice has today
is the deployment of a patient portal. While not all pa
tient portals are created equally (some are more pa

tientfriendly than others) almost every patient portal
will allow the basics; a) the convenience of going on
line to schedule an appointment, b) request Rx refills,
c) review test results or medical records, and d) pay
outstanding account balances. Providing Acute Access
appointments is a key success factor in building pa
tient loyalty and retaining patients.

Disregard for Timeliness

Nearly 100% of all physician practices will experience
an offschedule situation from time to time. Keeping
average wait times to 15 minutes or less is a good
goal. As a matter of fact, you should  measure wait
time using the following question.

“Wait Time includes time spent in the waiting room and
exam room. During this visit, did you see this provider
within 15 minutes of your appointment time?”

Yes
No

Throughout my consulting career, poor timeliness is a
MAJOR factor in good or poor patient satisfaction.

Poor Communication

Trying to get a word in edgewise is defined as; “To
speak or express one’s opinion despite other people
dominating the conversation (hence the image of
squeezing words in “edgewise”—sideways). Usually
used in negative constructions to convey the oppo
site.”

During a typical patient office visit, interaction with the
care team involves the transfer of much information to
the patient. Sometimes the communication channel is
mostly oneway, meaning the care team spends a lot
of time explaining the diagnosis, prognosis, and oth
erwise transferring their professional knowledge to the
patient. Effective communication involves twoway
communication. Utilizing active listening techniques
helps the patient feel at ease and more willing to share
their feelings, thoughts, opinions, and behaviors. Pa
tients desire to comprehend; however, patients also
want to know that they are being understood and
heard. Effective communication involves a heavy dose
of active listening.

Operational Inefficiency

Everybody hates wasting time. Physician practices
that still operate with inefficiencies and duplication will
find their patients leaving for alternative sources to



meet their healthcare needs.

For example, one physician’s office that I visited not
too long ago had me fill out the same health status
form (paper form I might add) that I had filled out on
my previous visit. The health status questionnaire was
quite long and seemed to take forever to complete.
While this provider, a dermatologist, is not my primary
care provider, I do see this dermatologist annually.
On a more positive note, as part of my most recent visit
to my primary care provider, as soon as the appoint
ment was booked, I received an email, inviting me to
fill out the previsit information using my phone or com
puter. The online form was lengthy for sure, however,
because I had previously answered many of the ques
tions before, my electronic health information was tied
to the online form and many of the questions were pre
populated, only requiring that I make updates as
needed.

In today’s world, almost all of us have a lot of experi
ence online. Having the opportunity to complete the
required “paperwork” prior to a doctor visit is expected.
Providing patients with an online option is essential.

Apathy

“Lack of feeling or emotion, lack of interest or concern”,
pretty much sums up apathy.

As I walked towards the checkin counter at my pri
mary care doctor’s office, the receptionist looks up
from the screen, offers me a warm smile and says,

“Good afternoon, my name is Brenda.” I said, “Hello, I
am Jerry Stone.” Brenda replied, “I thought you were
Mr. Stone, I see you have a 3:30 appointment with Dr.
Green (doctor name changed for this publication). Now
that’s impressive. I was about 15 minutes early, even
so, the receptionist had deducted, based on the infor
mation she had available (my appointment time, age,
gender, and other information), that I was most likely
Jerry Stone arriving for my 3:30 PM appointment. The
receptionist timed the greeting perfectly, as well. She
smiled while I was about 10 or 15 feet away from the
checkin counter but waited until I was right up to the
checkin counter, surrounded by the privacy of the
checkin partitions, before asking for my name.

Brenda made me feel special and showed interest in
me, meaning Brenda had taken some time to get fa
miliar with me and knew the doctor that I was there to
see. Any apathy there? None. Only caring and con
cern.

Question: How is your front desk personnel doing
when interacting with patients, whether it be in person
or on the phone? You might be surprised at the an
swer(s).

 Reed Tinsley, CPA

www.rtacpa.com

Easy Ways to Destroy Patient Satisfaction, cont.
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Group Membership
Interested in your colleagues joining Texas MGMA?

Medical groups that wish to purchase multiple Active memberships:

 After 5 paid $150 Active memberships, each additional membership from the 
same group is discounted to $100.

If your practice is interested in taking advantage of the 
discounted group membership, please contact our office via 
email at: admin@txmgma.com or phone at (205) 9810011.
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Upcoming Members Only Webinars

Texas MGMA offers Free Member webinars each month to state chapter members. These webinars
are archived on our Webinar Page in the Members Only area for view on demand after the webinar as
well. Webinars qualify for one hour of ACMPE as well as AAPC credit.

Tuesday, May 10, 2022 

12:00 PM  1:00 PM EDT

The Perfect 10 MustAsk 
Interview Questions 

Mary Beth Meadows, PR Employer

ABOUT THE WEBINAR: Has "The Great
Resignation" impacted your medical prac
tice?

Don't worry if it has because Mary Beth is
going to bring her experience in the realm
of recruitment to help you safeguard the
employment of your company. What's "The
Perfect 10!" you ask? 10 mustask ques
tions that should be in every interviewer's
toolkit. These questions will help you get
the most out of the interview process by
identifying and recruiting the right talent at
the right time for your team.

ABOUT OUR SPEAKER: About our
Speaker: Mary Beth Meadows is Sr. Exec
utive VP with PR Employer and has
worked with them since 1996. She is a
staffing veteran and can’t imagine working
in any other industry or for any other company. Mary Beth is widely regarded as a “networking ninja.” Always
eager to serve, Mary Beth is a Past Chairman of the Dothan Area Chamber and a member of the Governor’s
Workforce Council. In 2017, she was recognized by Business Alabama as a “mover and shaker” and has
served as both Chairman of the Board and Overall Campaign Chair for the Wiregrass United Way. Mary
Beth is also the firstever female President of Dothan Rotary Club and a Paul Harris Fellow.

Live webinars and our ondemand webinar library are a FREE benefit of Texas MGMA 

Membership. Texas MGMA Members  How to register for this webinar.

SIGN IN to your Member Center using your TXMGMA username/password. 
The SIGN IN button is located on the top left of our webpage.

After you sign in to your Member Center, select the "Monthly Webinar Series" 
button for registration and access to the ondemand webinar library. 
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Could “Adaptability” Fix the Employee Retention Problem?

There’s no quick fix for current hiring problems, but
more flexible, adaptable employees and teams
could play a role.

As we settle firmly into 2022, one thing is clear: the
COVID19 pandemic has altered the workforce,
possibly forever. Employees resigned in droves
early in the pandemic – dubbed the Great Resigna
tion  and filling vacancies has been tricky ever
since. Employee retention numbers still look bleak,
and leaders are left wondering how to hire and
maintain enough talent to complete the work that
needs to get done.

One answer might lie in the concept of “adaptability.”
Adaptability refers to a person’s willingness to
change and adjust to the situation at hand. And
many of us struggle with it. In a 2021 study I con
ducted of employees, 74% of respondents said they
don’t feel able to “learn as they go” when presented
with a challenge. That kind of cognitive inflexibility
can easily make people feel more frustrated and
less resilient.

When the word “flexibility” is mentioned in conver
sations about employee retention, it’s usually used
to describe a workplace culture that accepts work
life balance. Employees can be flexible about when
they arrive at work or leave, as long as they get their
work done. Employee leave time could be less strin
gent, or work from home policies could be generous.
Flexible policies are among the key perks leaders
are told to use to attract and maintain team mem
bers.

But to really address the systemic employee reten
tion issues, maybe the concept of flexibility needs to
take on a broader meaning. Maybe the *humans*

involved in the system
need to be more flexible,
not just the system.

By increasing individual
adaptability in both team
members and leadership,
organizations may find
their employees are better
able to handle change,
stress, and uncertainty
without needing to quit.
With increased flexibility and adaptability (what I call
ReVisionary Thinking™), what previously seemed
like brick walls for an organization can turn into nav
igable staircases.

Adaptability Counteracts Burnout

Burnout is a legitimate reason for employee
turnover. Burnedout employees are often unable to
complete tasks or solve problems as well as non
burntout employees. But to adequately address
burnout, we should first address a fundamental mis
understanding about what burnout isn’t.

We tend to use “busy” and “burnt out” interchange
ably to talk about stress. But burnout specifically
refers to a feeling of disengagement with the situa
tion. It’s a shutting down that happens when your
brain gets too overloaded. Burnout can certainly
COME from being busy, but you can be busy without
being burned out. The difference lies in motivation.

When employees feel motivated, they have a sense
of purpose in their work. They understand how their
tasks fit into the bigger picture of the problem their
organization solves. These motivated employees
don’t need to cling to “the way we’ve always done
things,” because they understand that sometimes
change, while uncomfortable, is necessary to move
the entire organization forward. 

On the other hand, employees who are stuck in their
ways are more likely to experience burnout. The
changes of the past 2 years feel overwhelming and
unsurmountable. In my 2021 study, we found 1 in 3
employees struggle to stay motivated when facing
a challenging new problem. Those are the employ

Courtney Clark
www.CourtneyClark.com
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Could “Adaptability” Fix the Employee Retention Problem?, cont.

Congratulations to Tom Tidwell who was recognized by MGMA for his 

volunteer leadership with the Texas MGMA Chapter.

Tom currently serves as Texas MGMA's Secretary/Treasurer and was the 

Membership Committee Chair through the end of 2021. Tom has always 

gone above and beyond serving Texas MGMA at the state and local chapter

levels. He will be retiring from his board commitment in May and will be

greatly missed.

Texas MGMA thanks Tom for his leadership and commitment to our chapter.

ees most at risk of burning out, because they don’t
have the mental reserves to adapt and get on board
with the “new normal.” 

Adaptable Teams Have Adaptable Leaders

The onus for being flexible isn’t all on the individual
contributors, though. Leadership plays an important
role in building adaptability into the fabric of a team’s
culture. A team can’t adapt unless they have an
adaptable leader.
At some organizations, employees say they *would*
have been comfortable with change  even excited
about it  but the change was handled in a way that
the team wasn’t set up to succeed. Often, employ
ees are being asked to change without being given
the tools TO change. That may mean information,
time, technology, or other resources were lacking,
making the desired change nearly impossible. And
in many cases, the transformation’s eventual failure
is blamed on the employees’ inability to adopt the
change, when in fact the change was doomed from
the start.

Leaders who successfully lead through change
make sure their employees have all the resources
they need. How do they do that? They ask. They in
terview team members and other stakeholders to
make sure the systems are in place to support the
change as best as possible. The other secret bonus
of asking? It’s only human nature to support what
you help build. When leaders ask for input on the
front end of the change, it’s more likely that those

lower on the org chart will feel a sense of buyin.

The Adaptable Employee

Higher pay and flexible hours will contribute a lot to
workforce retention. Employees will naturally go
where they are appreciated and rewarded. 

But as we work to fill the workforce gaps, we should
take a strong look at adaptability as a factor. Adapt
able employees will be able to weather the uncer
tainty of our current situation. They will find purpose
in their work, no matter their place in the company
hierarchy. They’ll roll with the punches of 2022 and
beyond.

Courtney Clark

Resilience and ReVisionary Thinking™

Courtney Clark works with people to build resilience and Re
Visionary Thinking™, so they can adapt faster and achieve
more. She is a fourtime cancer survivor, a brain aneurysm
survivor, keynote speaker, and founder of a nonprofit.  For
more information on the 2021 study and to learn more about

building adaptability in your team, visit CourtneyClark.com



Active Members

Kim Bellard
HCA Healthcare
Webster

Marissa Berlingeri
Eleanor Health
Austin

Paul Bristol
Baylor College of Medicine
Seabrook

Tim Clark
Peterson Medical Associates
Kerrville

Denise Coats
Texas Regional Asthma Allergy
Center
Southlake

Miranda Frerich
Texas Skin & Vein
San Antonio

Connor Frizzelle
Capitol Anesthesiology 
Association
Austin

Melissa Gleason
Unified Women’s Healthcare
Live Oak

Stephanie Kroeker
Peterson Medical Associates
Kerrville

Hilaire SaintPierre
South Texas College
McAllen

Ann Mueller
Urology San Antonio
San Antonio

Rebekah Phillips, FACMPE
Houston Methodist  Physicians

www.txmgma.com l (205) 9810011 l admin@txmgma.com
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Organization  Specialty 
Physicians Group
Rosenberg

Amy Poland
Vascular Care of Texas PLLC
Garland

Marjohn R. Riney, CMPE, CMCO
Peterson Medical Associates 
Kerrville 

Katia Sanchez 
Baylor College of Medicine
Katia Sanchez  Baylor College of
Medicine

Mark Sherman, MD, MBA
Ascent Care Partners
Houston

Affiliate Members

Dawn Coates
AGS Health
Dallas

Taylor Fyfe
Practice Transitions Group
Horseshoe Bay

Nikolas Korom
PNC Bank
Grapevine

Cherese Paloni
MD Liaison
San Diego, CA

Karen Shafer
CLA
Shafer
Student Members

Maribel Garcia
Texas Woman's University
Madisonville

Tera Jones
University of Houston, Clear Lake
Richmond

Sydney Mannen  Texas Woman's
University
Houston

Moyawna Olden
University of Houston, Clear Lake
Houston

Meagan Simmons
Texas State University
Crowley

Noorulain Thalho 
University of Houston Clear Lake
Katy

Taylor Williams
University of Houston Clear Lake
Houston

Welcome Texas MGMA New Members


