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Alan B. Miller  Founder, Chairman & CEO Universal Health Services

The CEO Forum Group has      
selected Alan B. Miller and 
Universal Health Services as 
recipient of the 2020 
Transformative CEO Award 
in Healthcare in the category of 

Behavioral Health. This is bestowed for leadership in 
helping the mental health community during this 
COVID-19 pandemic.

2020

Transformative

 The CEO Forum

HEALTHCARE

Alan B. Miller (center) along with members of the UHS Board of Directors and the UHS Executive team ring the NYSE Closing Bell on April 30, 2019, in honor of the 
40th Anniversary of the founding of UHS. 

Robert Reiss: What’s rare in such a large enterprise is 
that you are not just the CEO, but you started the com-
pany. As founder, share what the UHS business model 
is and the role it has in our society.

Alan B. Miller: Since our founding over 40 years ago, 
Universal Health Services has grown from six employees 
and a single hospital management contract to 90,000 
employees across an expansive international network, 
serving over 3.5 million patients annually. 

UHS has steadily expanded through a combination of 
strategic acquisitions, construction of new hospitals and 
facilities in attractive markets, expansions at existing fa-
cilities and joint-venture partnerships with highly regard-
ed health systems. We remain as committed today as we 
were in 1979 to providing superior quality care and being 
the preferred provider in all of the markets we serve. 

I am proud of the reputation we have earned as a lead-
er in the healthcare industry. For the 10th consecutive 

Alan B. Miller	       Founder, Chairman & CEO Universal Health Services
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Alan B. Miller                                                                                   Founder, Chairman & CEO Universal Health Services

year, UHS was recognized among the “World’s Most 
Admired Companies” by Fortune magazine. We rank 
#281 on the Fortune 500 list, and our employees and 
facilities continue to be honored by national, state and 
local organizations for delivering high quality care, for 
pioneering innovation, for thought leadership, and for 
our commitment to serving local communities. 

We continue to look ahead with great optimism and believe 
that the future will feature continued growth and expansion, 
operational excellence and achievement of new milestones. 

How has the pandemic impacted UHS’s work in 
acute hospitals and in behavioral hospitals, and how 
are you responding? 

Over the past few months, the nation has lived and 
worked through one of the most stressful times in our 
history. Yet, we continued to deliver superior care to 
high-risk patients and vulnerable populations, while 
working to keep our communities safe. It reminds me 
of the John Maxwell quote, “The pessimist complains 
about the wind. The optimist expects it to change. The 
leader adjusts the sails.” As leaders in healthcare, we 
adjusted our sails adeptly, and kept saving patients. 

At UHS, we put patients first, delivering consistent and 
superior quality patient care across all access points, 
service lines and programs. Our care teams on the front 
lines have demonstrated their exceptional resilience and 
commitment. They are truly Healthcare Heroes, cou-
rageous and dedicated to serving patients, even in the 
midst of contagious conditions.  

At the start of the COVID-19 crisis, we quickly activated 
UHS Incident Command to direct the clinical guid-
ance, protocols, operational adjustments, supply chain, 
human resources needs and communications necessary 
to equip our facilities to meet the evolving needs as the 
pandemic expanded across the U.S. 

Every UHS team member – whether they are working 
at one of our hospitals or working from our corporate 
office supporting our facilities – realizes and appreciates 
his or her necessary role in providing and supporting 
patient care. This era is unprecedented, and I am proud 

to say our healthcare team has been exceptional. 

We have scaled and greatly expanded our telehealth 
engagements month after month, and expect the trend 
to continue. Clinicians at our hospitals are engaged 
in leading-edge medical discoveries and advances. For 
example, we announced the first-in-nation use of Virtual 
Reality at The George Washington University Hospital 
to visualize the effects of COVID-19 [https://youtu.be/
XzlrgeLhS5M ]. Clinicians and Physicians at Manatee 
Memorial Hospital https://www.facebook.com/man-
ateememorial/ in Florida, at Northwest Texas Health 
System https://www.facebook.com/nwtxhealthcare-
system/ in Amarillo, and at South Texas Health System 
https://www.facebook.com/SouthTexasHealthSystem/ 
in the Rio Grande Valley are participating in clinical tri-
als studying the prospects of using convalescent plasma 
as a treatment. Working with MIT, UHS innovators 
participated in the MIT COVID-19 Challenge, a hack-
athon to develop new, innovative healthcare solutions to 
address the pandemic.  

What is it that most CEOs don’t know about the role 
mental illness plays in the fabric of our nation?

One in five adults in the U.S. (approximately 43 million 
people) experiences mental illness in a given year. Often 
mental health, which today is called behavioral health, is 
overlooked. UHS is a leader in this sector with over 50% 
of our hospital portfolio focused on behavioral health 
and delivering compassionate care to individuals during 
the most vulnerable time of their lives. 

Within our Behavioral Health Division, through a con-
tinuum of inpatient, partial hospitalization and outpa-
tient programs, we provide a broad range of behavioral 
health solutions. As we continue to increase awareness 
and change the conversation about mental health and 
addiction issues, we remain committed to our top prior-
ity of taking care of patients, providing superior quality 

“One in five adults in the U.S. 
(approximately 43 million people) 

experiences mental illness 
in a given year. ” 

Alan B. Miller	



www.theceoforumgroup.com   The CEO Forum   37   8   The CEO Forum   www.theceoforumgroup.com

care, and treating individuals with respect and dignity. 

Quality of care and patient satisfaction are our most 
important metrics. UHS is one of few behavioral 
health providers voluntarily measuring clinical out-
comes. We deliver industry-leading outcomes includ-
ing: 91% feel better at discharge than when admitted; 
90% of patients were satisfied with their treatment; 
and 86% would recommend the facility to someone 
needing treatment. 

An important population that we also care for is our 
nation’s military. UHS has worked on these issues for 
years. We continue to expand our efforts to more local 
communities. Since UHS’ founding, we’ve expressly 
sought to deliver care to deserving service members, 
veterans and their families. Over the past decade, 
UHS has expanded its collaborations with military 
leaders and behavioral health experts including the 
establishment of the UHS Patriot Support Program. 
This initiative was born out of a shared objective 
and to complement the great work being supported 
through the Department of Defense, Defense Health 
Agency, Tricare and the U.S. Department of Veterans 
Affairs.

In fact, last year, UHS received the Distinguished Civil-
ian Award for the work we do in serving the behavioral 
health needs of our nation’s military and veterans. In 
2019, we were honored to care for over 7,500 members 
of the military and their families.

The Patriot Support Program and 
similar initiatives of our industry peers 
represent just a few examples of how 
companies and individuals can make 
a difference in supporting the military 
and the V.A. in addressing the behavior-
al health needs of our service members 
and their families. Working together, we 
can help improve the lives of those who 
have sacrificed so much for us.

You have 90,000 employees. How 
were you able to galvanize them 
during these challenging times?

Through our subsidiaries we operate 328 behavioral 
health facilities, 26 acute care hospitals, 42 outpatient 
facilities and ambulatory care access points, an insurance 
offering, a physician network and various related services 
located in 37 U.S. states, Washington, D.C., Puerto Rico 
and the United Kingdom. Activating Incident Command 
quickly and in a comprehensive fashion was critical to 
ensuring consistency of appropriate clinical protocols, 
operations, communications and supply chain. 

As the pandemic intensified, we communicated with and 
recognized the efforts of our 90,000 employees frequently, 
and still do today. We emphasize that as healthcare provid-
ers, we fulfill a very special mission in society – and during 
times of crisis, the work that we do, and the dedication with 
which we do it, is even more important.  Despite the medi-
cal complexity of the coronavirus, our employees never fail 
to step up. We are so proud of how our teams are address-
ing adversity and hardship. These are the #HealthcareHe-
roes delivering care with compassion and respect. 

While no one knows exactly when this will end, we do 
see glimmers of a light at the end of the tunnel. We tell 
our team that we will push through, for we know we will 
emerge even stronger on the other side. 

While there are many acute care hospitals and 
systems nationally, UHS is the leader in behavioral 
healthcare services. Discuss the role this plays in 
our society and economy and how COVID is im-
pacting your behavioral health hospitals.

Alan B. Miller                                                                                   Founder, Chairman & CEO Universal Health Services

Alan B. Miller and wife Jill Miller (center) present the UHS Service Excellence Award to Henderson Hospital CEO 
Sam Kaufman (holding award) and team in Las Vegas, recognizing the superior care delivered to patients. 

                                   Founder, Chairman & CEO Universal Health Services
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The Behavioral Health Division provides necessary care 
that transforms lives and families. In 2019, our dedi-
cated clinicians were privileged to provide care to over 
700,000 patients, providing hope and healing to those 
struggling with mental health challenges. 

We drive health transformation by focusing on “total 
patient care,” a reference to treating both the body and 
mind. By looking at healthcare in a total way, we are in a 
position to focus holistically. As providers, UHS advo-
cates that we redouble our efforts to close the historical 
treatment gap, provide integrated care to more people, 
and recognize that total health management is critical to 
improving population health.  

As the number of COVID-19 cases begins to flatten across 
the country, many experts are speculating about a second 
wave of illness that will stress the health systems this fall, 
as the country enters into the normal flu season. Howev-
er, other experts are warning of a second wave of medical 
crisis caused by COVID-19 that is happening now and 
strengthening quickly: the behavioral health surge. 

There is a lot of evidence that supports our call for 
action. Suicide hotlines, including the federal crisis 
line Disaster Distress Hotline, have reported an in-
crease of over 800 percent in calls since the pandemic 
started. A new national report detailing the psycholog-
ical impacts of COVID-19 released by the Well Being 
Trust (WBT) and the Robert Graham Center for Policy 
Studies in Family Medicine and Primary Care project 
states an additional 75,000 Americans could die due 
to “diseases of despair”—suicide, alcohol and drug 
overdoses—due to the COVID-19 crisis. As Chuck 
Ingoglia, president of the National Council for Behav-
ioral Health, has publicly stated, “This is the greatest 
crisis to ever hit community mental-health and addic-
tion-treatment providers.” 

Concern lies with the fact that fewer acute behavioral 
health patients have been seeking help at the hospitals 
due to COVID-19 fears. We have seen a reduction in 
patients who have transferred from hospital Emergency 
Rooms to inpatient behavioral health hospitalization 
since the start of the pandemic. In a time of a crisis, 
where personal lives are being impacted we had expected 
to see an increase in patients presenting to hospitals in 
distress, but the opposite is happening. 

Individuals with current mental health issues may be 
fearful to seek professional help in the community at 
this time. These individuals may already be struggling 
to function on a daily basis. Add in new struggles 
exaggerated by the current COVID-19 situation, such 
as a job loss, problems with loved ones, increased 
anxiety, and individuals in recovery from addiction 
may be more tempted to drink or use again, leading 
to relapse. As the pandemic subsides, we are ready to 
meet pent-up demand for behavioral health services 
and support.   

Describe your philosophy for leading through crisis 
in business.

We have been in the hospital and healthcare business for 
a very long time. UHS has grown and advanced because 
we have been able to attract and retain outstanding peo-

“Last year, UHS received the 
Distinguished Civilian Award for the 

work we do in serving the behavioral 
health needs of our nation’s military 

and veterans.” 

Alan B. Miller                                                                                   Founder, Chairman & CEO Universal Health Services

Alan B. Miller receives the Distinguished Citizen Award from the Freedoms 
Foundation at Valley Forge  (l to r) Chris Rothey, Board Chair; Alan B. Miller, 
Founder, Chairman & CEO, Universal Health Services; and David Harmer, 
President, Freedoms Foundation at Valley Forge.

Alan B. Miller	
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ple who share a commitment to our mission in taking 
care of patients. 

In times of crisis, my philosophy is to do your job, always 
putting patients first, and realize these unfortunate 
circumstances will pass. 

In every crisis, there are silver linings. This pandem-
ic is no different. Uncertainty and disruption often 
drive change and many times, these changes are accel-
erated in their deployment. For example, at UHS we 
have scaled telehealth, delivering thousands of virtual 
care sessions via laptop and mobile over the past few 
months. Telehealth is here to stay. It is one aspect of 
life that is likely to become more commonplace, as we 
ease into a new normal following the pandemic and 
as Americans continue to approach daily activities 
with more caution. As healthcare providers, we will 
continue to enhance our telehealth offerings, provid-
ing clear communication on how patients can im-
mediately access care at the time of crisis and receive 
assistance. 

Another silver lining has been the adroitness and flexi-
bility of our employees. During the pandemic, every day 
the CDC published updated information and guidance 

about the virus. Our team members adjusted protocols 
and practices immediately, in order to continue to keep 
patients and staff safe. Our hospitals converted units 
and patient areas to safely manage testing and isolation. 
We suspended visitation and used electronic means to 
keep patients connected with loved ones.  

From a safety perspective, Personal Protection Equip-
ment was a challenge across the entire healthcare in-
dustry. For the U.S., PPE products are overwhelmingly 
sourced overseas, with approximately 80% coming from 
China and Southeast Asia. The risks associated with 
this overreliance on Asia came into sharp focus during 
the pandemic as shutdowns prevented U.S. access to 
supplies, triggering widespread shortages of products 
needed to protect healthcare workers. While our UHS 
facilities were equipped with the required PPE, we are 
moving forward with a long-term agreement with U.S. 
producers of PPE. Not only does this create more diver-
sity in the supply chain, but it also helps ensure that our 
workforce has the supplies they need to stay safe, healthy 
and able to provide quality care for the patients that 
count on us.

You are a historian. Talk about what you’ve learned 
from leaders of the past.

Several leaders have influenced my leadership style, but 
none more than the first President of the United States, 
George Washington. I am a student of history and have 
carefully studied the courage of our nation’s founding 
fathers and their bold entrepreneurial style. From Wash-
ington, I have learned the importance of perseverance, 
the power of remaining calm under pressure and the 
value of being ambitious. 

Perseverance is the hallmark of both Washington and 
Winston Churchill. Never give up. Always expect to 
prevail, and convey that outlook to your people. 

In the case of Churchill, one of his famous mottos was 
‘Stay the course.’ For example, even while their cities 
were being devastated, the Brits cleared the rubble in the 
streets every morning and faced a new day. From them, I 
have adopted the phrase, ‘Stay calm and carry on,’ which 
was their watchword. 

Alan B. Miller                                                                                   Founder, Chairman & CEO Universal Health Services

Alan B. Miller receives the Admiral Charles LeMoyne Distinguished Civilian 
Award, December 2019, presented by The Ben Franklin Forum in recognition 
of his leadership and accomplishments in providing superior behavioral 
healthcare to active duty military, veterans and their families. 
(l to r) Rear Admiral Frank Mitchell Bradley, Assistant Commander – Navy, 
Joint Special Operations Command; Bob Daniels, Chairman, Ben Franklin 
Global Forum; Alan B. Miller, Founder, Chairman and CEO, Universal Health 
Services; and Major General Xavier T. Brunson, Commanding General, 7th 
Infantry Division.

                                   Founder, Chairman & CEO Universal Health Services
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Washington was determined but mostly retreated for six 
years, preserving his Army until circumstances led him 
to prevail at Yorktown, which led to Britain’s ultimate 
defeat. 

Can you share what lessons you’ve learned from 
growing a business from start-up to one of the largest 
companies in the world?

I am certainly appreciative of the success we have 
achieved. I was an entrepreneur intent on doing mean-
ingful work and making a difference with my life. It is 

an honor to lead this very successful company and know 
that every day, we provide superior quality care, save 
lives, and help families in their times of greatest need. 

UHS stands among the most respected providers of 
hospital and healthcare services in the world, leading 
the industry with its unique combination of quality pa-
tient care, financial stewardship and integrity. I often 
give a few pieces of advice to other CEOs and leaders, 
sharing the lessons I have learned from growing an 
enterprise: 
● Character is destiny – an organization with good 
 character will always be better off and prevail. Choose  
 your friends carefully because you are known by the   
 friends you keep. That extends to executives, as well. 
● Hard work is critical and if you are going to do some  
 thing, do it well. 
● Hire the best team possible. When you have built trust,  
 your team will focus on the goal you have put forth. 

What can CEOs do to emerge stronger post-pandemic?

Even in these challenging times, we are asking our-
selves, ‘How do we get ready for a post-COVID 
world?’ No one knows exactly what that world will 
look like, but we will certainly play a key role in deter-
mining what healthcare will be. We adjusted the sails 
early on in this pandemic. We will keep adjusting to 
harness the winds, care for our patients and serve our 
communities. 

Alan B. Miller                                                                                   Founder, Chairman & CEO Universal Health Services

Alan B. Miller
Founder, Chairman and Chief Executive Officer
Universal Health Services, Inc.

Alan B. Miller is Chairman and CEO of Universal Health Services, 
Inc. (NYSE: UHS), which he founded in 1979. UHS, a Fortune 500 
company (#281), is also one of the largest and most respected 
providers of hospital and healthcare services. 

Miller also serves as Chairman of the Board, CEO and President 
of Universal Health Realty Income Trust (NYSE: UHT), which he 
founded.

Miller has received numerous awards for his business and chari-
table activities. Most recently, in 2019, he was named to the Forbes 
“America’s Most Innovative Leaders” list. He has been named by 
Modern Healthcare as one of the “100 Most Influential People in 
Healthcare” for the last 17 years. 

At graduation from the College of William and Mary in Virginia, 
Miller was commissioned in the U.S. Army and served in the 77th 
Infantry Division. 

Miller earned his MBA degree from the Wharton School of the 
University of Pennsylvania.

“In every crisis, there are silver linings.” 

Alan B. Miller	       Founder, Chairman & CEO Universal Health Services
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Our network of treatment centers, support staff and 
medical professionals are dedicated to meeting the 
needs of active duty service members, veterans and their 
families. Our primary focus is to provide the support and 
treatment through collaboration and integration with 
Military, VA and TRICARE® healthcare infrastructures.

As a leading provider of behavioral health services 
through TRICARE, we continually enhance programs to 
ensure military personnel and their families receive the 
support and care they need. Specialty treatment centers 
can help individuals who are struggling with:

H Substance use

H Post-traumatic stress

H Eating disorders

H Military sexual trauma

H Complex trauma

You’ve Served Us.  
Now Let Us Serve You.

TRICARE® is a registered trademark of the Department of Defense, 
Defense Health Agency. All rights reserved. 

For language assistance, disability accommodations and the  
non-discrimination notice, visit our website. Model representations  
of real patients are shown. Actual patients cannot be divulged due to 
HIPAA regulations. All rights reserved. With limited exceptions, physicians 
are not employees or agents of these hospitals.  202837-3784  6/20
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FIND OUT TODAY how we can help you,  
or someone you know, return to wellness. 

Visit patriotsupportprogram.com  
or call 888-505-1475.
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