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CARES Value Spotlight:
Attentive
• Attend to patients, families and
co-workers immediately
• Stop to help a patient, family and
co-worker in need
• Explain plans/procedures in words
our patient families understand
• Invite and answer questions. If I
do not have the answers, advise
that I will get the answer and get
back to them as soon as possible
• Keep our patients and patient
families informed
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SOMETIMES IT’S HARD TO GAUGE
SUCCESS WITHOUT A BENCHMARK.

hat’s the beauty of a new patient satisfaction
survey now offered to all Mt. Washington Pediatric
Hospital (MWPH) families who’ve received care
here. We know their feedback is invaluable in
learning what works and what might be improved.
And because it was developed by Press Ganey, which
specializes in helping healthcare providers understand and improve the patient care experience, there
are plenty of other hospitals with which to compare
critical data. In fact, the company was founded 30
years ago and today partners with more than 26,000
health care organizations.
“We can now compare ourselves to about 300 other
hospitals,” says Justina Starobin, Vice President of
Outpatient Services at MWPH. “No one’s quite like
us but it gives us some measure of comparison.”
Indeed, there are separate surveys for patient families depending on whether their child was inpatient
or outpatient. The survey, offered either immediately
post-discharge or post outpatient visit, can be filled
out on paper or electronically and typically takes
about 10 minutes to complete.
Feedback focuses on what the patient/family experiences—for example:
•A
 re medical records available when they show up
for appointments?
•D
 oes staff call the child by name?
• I s the registration-appointment-discharge process
streamlined and without delays?
•D
 id the physician listen?
•D
 id the family feel included?
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Kudos
Communications Corner

Jenny Bowie, VP of Patient Care Services and Justina Starobin, VP of
Outpatient Services

Initial feedback includes both a mix of compliments
on care as well as, sometimes, concerns.
One observation was that children get restless in the
waiting room. This led to the addition of new books
and toys to capture their attention and keep them
engaged. Another was that security badges issued
to families in order to access certain areas of the
hospital didn’t always function flawlessly. This led
to frustrations that, with a little tweaking, have now
also been resolved.
“It’s still not perfect but we’ve come a long way,” says
Jenny Bowie, Vice President of Patient Care Services
at MWPH.
MWPH so far has received surveys from about 300
families and most encouraging findings include:
• F
 or outpatient rehabilitation services, MWPH
scored over the 90th percentile among 166
hospitals for participation in reaching PT, OT
and Speech goals and for patients receiving
encouragement throughout their treatment.
• The Medical Practice scored in the 90th percentile for the likelihood of recommending the Care
Provider and the Practice among 1113 facilities
nationwide.
• The CNTC (compared to NICUs) receives it
highest marks for breastfeeding support and
preparing to feed the baby at home.
What Press Ganey refers to as a Listen-Learn-Lead
approach is both data-driven and patient-focused.

A new library keeps young children preoccupied during family wait times.
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GAUGING SUCCESS cont’d

Outpatient Patient Experience Team

The results vary from hospital to hospital while there is obvious
overlap in terms of what patients consistently value.

SURVEY QUESTIONS

It’s clear from survey results, for example, that families hate delays
and want personalized care. And, each hospital will have its own areas
in which to address.

1 Did you see this provider within 15 minutes of your

“With greater input,” say Bowie and Starobin, “we can make it a better
experience and have greater consistency.”

2 Did this provider explain things in a way easy to

appointment time?
understand?

3 Did this provider listen carefully to you?

SURVEY TESTIMONIALS
I loved my experience here; very informative, friendly and non-judgmental in every way from nurses and doctors to overall atmosphere.

4 Did this provider give you easy to understand

They were hands on in teaching me (as a first time mother) everything I needed to know and were very open to my questions, no
matter how small.

5 Did this provider seem to know the important

I felt very comfortable and they helped me and his father stay as
much as I could. I loved how they worked with me instead of just
handing me paperwork. Paper information was more like a back-up
material for home.
It was amazing how everything was set up for us when we left. No
annoying phone calls to make, appts. to schedule etc.

information about these questions or concerns?
information about your medical history?

6 Did this provider have your medical records?
7 Did this provider show respect for what you had
to say?

8 Did this provider spend enough time with you?

U P CO M I N G E V E N T S
Baby’s 1st Year: Supporting Caregivers
with Medically Fragile Babies

4:00–5:30 pm. Sep. 13, Oct. 11, Nov. 8, Dec. 13
3rd Floor Boardroom
Sep, Oct, Nov held in Medical Conference Room;
Dec held in Rosenberg Conference Room
Support group for parents and caregivers with
medically fragile babies. RSVP to Michelle Hanover
at 410-578-2651 or mhanover@mwph.org

Safety Baby Shower

4:00–6:00 pm. Sep. 15, Oct. 20, Nov. 17
For parents with children who are patients
up to 18 months of age. Dinner is served. RSVP
to Melissa Beasley at 410-578-5065 or
mstokes@mwph.org
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SPACE Support Group Supporting Parents
and Children Everywhere
6:00–8:00 pm. Sep. 15, Oct. 20, Nov. 17
Administration Building Conference Room
A parent support group meeting that any parent
can attend. No RSVP required. Please call
Melissa Beasley for more information at
410-578-5065 or email mstokes@mwph.org

Special Families Unite

6:00–8:30 pm. Sep. 20, Nov. 15
3rd Floor Boardroom
An educational and support group for families of
children with special needs. RSVP to
Michelle Hanover at 410-578-2651 or
mhanover@mwph.org

Family Happy Hour

4:00–5:00 pm. Sep. 27, Oct. 25, Nov. 22—Cafeteria
Opportunity for families to meet, mingle, and
enjoy some food.

17th Annual MWPH Golf Tournament
Presented by IncrediTek

7:30 am – 3:00 pm. Oct. 5
Woodholme Country Club, Pikesville, MD
Tournament to support MWPH programs. All golfers have a chance to win a lease for a new Lexus by
scoring a hole in one at the designated hole. Other
prizes awarded! Register at mwph.org/Golf2016

ZooBOOO!

10:00 am – 4:00 pm, Oct. 28-30
The Maryland Zoo in Baltimore
www.marylandzoo.org/event/zoobooo-2016/
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On My Mind—Attentiveness
Dear Friends & Colleagues,
Hospital leadership and board members recently developed a
strategic plan for Mt. Washington Pediatric Hospital (MWPH)
that outlines short- and long-term goals designed to ensure
continued improvements both for our patients and to our
facility and that expand both the range of services offered to
our unique patient community and our reach within the
community. We are making tremendous progress on each
front thanks to the hard work, dedication and support of
each of you.
So far, we’ve updated our electrical system, emergency power
supply, ventilation systems, and hot water capacity; we’ve
expanded our parking lot and added steps leading from there
to your entry point. Next up, we’ll widen our main drive,
reposition our security booth to the center—making it easier
for two lanes of travel to navigate safely—and we’ll expand and
make improvements to our dining area. Thank you for your
continued cooperation and patience as the hospital becomes
more accommodating to patients, families and our staff. In
addition we have expanded and added several new services for
our patients; such as sleep studies at PGHC, psychology,
outreach, rehabilitation just to list a few.
Offsite, we continue to partner with sites within the community,
making it easier for families to get the treatment they desire
without a commute to the main hospital itself. And soon, we’ll
offer remote telemedicine features that will allow patients
and their families to interact with medical teams and attend
follow up visits from their home or from MWPH to other
medical facilities. A huge thanks to the hospital Foundation
for supporting this pilot program and for keeping us on the
cutting edge of medicine.
In closing, a quick kudos to all who encourage families at the
end of their interactions here to fill out a survey that gauges

their happiness with the MWPH patient experience. Thank you
for informing them of this survey that will be mailed or emailed
to their address. This input is vital as we strive to respond to any
concerns and make constant and continued improvements in the
day-to-day care offered to our pediatric community.
Sincerely,

Sheldon J. Stein,
President & CEO

CONGRATS SHELLY!
It’s not every day that one of
our own is recognized as one
of Maryland’s Most Admired
CEOs.
But that honor goes to Sheldon
J. Stein, who last year celebrated 20 years with Mt. Washington
Pediatric Hospital (MWPH) and is affectionately known as Shelly.
The Daily Record created the Most Admired CEOs awards program to
recognize talented business CEOs and nonprofit executive
directors. “Strong decision making, creativity, leadership and
commitment to a better Maryland defines this year’s Most Admired
CEOs,” says Publisher Suzanne Fischer-Huettner. “They are leaders
who have in-depth knowledge about running a company or organization yet also inspire and motivate others to achieve their goals.”
Shelly will be honored Sept. 22 at a dinner at the BWI Hilton and will
be profiled in a special Sept. 23 issue of The Daily Record. You can also
find it online at www.TheDailyRecord.com.

PATIENT POPULATION UPDATE
FY17 through August
Budget

Actual

% Variance

Admissions

69

69

0%

Avg. Daily Census

64

59

–8%

Outpatient Visits

4,188

4,240

1%

Comments

In the first 2 months of FY17, census was
slightly below budget and outpatient visits
were ahead of budget.		

SAVE THE DATE
Save the Date
for the
4th Annual
Storybook Gala
May 13, 2017
Baltimore
Marriott
Waterfront
Hotel
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EMPLOYEE
NEW HIRES: APRIL 29 – JULY 29
We’d like to welcome you to the Mt. Washington Pediatric Hospital
family and wish you only the best in the days and years ahead:
Mashariki Beck
Brianna Brantley
Charryse Cooper
Erin Fauer
Geraldine Fernandez
Adrynne Frazier
Breah Frazier
Courtney Grebow
Chauntay Green
Faatima Holmes
Jwauren Johnson
Olufisayo Kuforiji
Sumer Lessner

Rashaud McClain
Robert McCormick
Sarah Mealy
Katy Mijangos
Vernon Montague
Racquel Morris-Harvey
Jessie Newton
Devette Parker
Meredith Pipitone
Vincent Prezioso
Nicole Reper
Mahreen Riaz
Rivka Sack

Keshia Scott
Stephanie Sroczynski
Bernard Stevenson
Theresa Stinney
Colby Taylor
Shandra Taylor
Michelle Urbanowski
Trevor Valentine, MD
Lindsey Walters
Megan Warfield
Brandon Williams
Tonya Yarborough

PROMOTIONS

Valerie Panzer, Registrar to Weigh Smart Program Coordinator
Miranda Rebstock, LPN to RN
Christine Blanch, PCA to RN
Vanessa Holloway, Coder to Coder Coordinator
Tiana Hopkins, PCA to Restoration Assistant
Sherra Hayes, LPN to RN
Stephanie Terracciano Post Doc to Psychologist
Joanne Carper, Manager OP Operations to Director OP Operations
Lisa Kowalewski, Administrative Assistant to Practice Manager

HONORS
Diabetes Education Program Accredited
MWPH’s Diabetes Education Program was recently accredited by the
American Association of Diabetes Educators (AADE), a national accredited
organization (NAO) certified by the Centers for Medicare & Medicaid
Services (CMS). This will allow children in Maryland increased access to
high quality diabetes education services.

MWPH Team BEneFIT Honored
for Worksite Wellness Success
The Maryland Department of
Health and Mental Hygiene
recently presented a Wellness at
Work award to MWPH’s Team
BEneFIT (pictured) in recognition of
their exemplary accomplishments
in worksite health promotion.
The Wellness at Work Awards are
sponsored by Healthiest Maryland
Businesses, the state’s initiative to
support healthy workplaces. There
were 47 award recipients this year.
To be eligible, businesses must
establish leadership support for
wellness, create wellness committees, survey the needs and interests
of their employees, set health
improvement goals, and develop
monitoring tools to track their outcomes over time. Way to go, team!
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NEWS
CONGRATS!
MWPH Welcomes
New Manager
Please welcome Jwauren Johnson
as the Manager of Environmental
Services /Laundry & Linen.

Erica Jones Passes
Infection Prevention
Certification
Congratulations to Erica Jones,
who was recently certified in
infection prevention—a rare
honor with just 5,000 certified
IP’s worldwide.

Dr. Benson Retires
Jane Benson, M.D., Division of
Pediatric Radiology, Assistant
Professor, and Fellowship
Program Director, has retired
after 26 years at Johns Hopkins
Medicine. Dr. Benson has been a
part of Mt. Washington Pediatric
Hospital for many of those years. Dr. Benson will truly
be missed for her compassion, patience, skills and the
impact she has had in the health and well being of
children. Her knowledge and creativity have not only
touched her patients and families but the staff who
had the privilege of working alongside her.

Dana Zimmerman Recognized in
Worldwide Leaders in Healthcare
The International Nurses Association welcomed Dana
Zimmerman, LPN, to its prestigious organization
with her upcoming publication in the Worldwide
Leaders in Healthcare. Dana is a licensed practical
nurse at MWPH with nine years of experience
specializing in pediatrics.

Dr. Katz Addresses Zika Virus
Dr. Richard Katz, MWPH’s Chief Medical Officer, in
July was invited to join six other experts to discuss the
Zika virus and its potential impact on Baltimore City.
The aim of the event, hosted by B’More Health Talks,
was to suggest ways everyone can actively prevent the
transmission and spread of Zika. Katz joined experts
in the fields of public health, environmental health,
population health, pediatrics, obstetrics and ecosystem
studies to address recent developments of the Zika
virus and how experts are viewing its progression.
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E M P L OY E E AWA R D S

The DAISY
Award
The national award
from The Daisy
Foundation
recognizes
extraordinary
nurses.

MAY: Debbie Chetelat, Outpatient Clinical Staff Nurse

JUNE: Sara McAvoy, LPN

JULY: Megan Kelly, RN

STAR
Employees

July

July
st
Augu

st
Augu

Ellie Kagan, MSN, CRNP, CDE: Pediatric NP and Diabetes Educator

Lindie McDonough: Senior CTRS, CBIS, CPST
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ADVOCACY DAY
Little Princess Steals the Show at Washington, DC Family Advocacy Day

MWPH leadership along with the Klatt family met with Senator Ben Cardin among others on Capital Hill to advocate for children’s health.

W

hen more than 40 children’s hospitals and families advocated for children’s health at the nation’s capital in June 2016,
Mt. Washington Pediatric Hospital (MWPH) was there along with
one of its most famous little patients, literally.
Kayleigh Klatt was born on
New Year’s Day 2014 and is
on record as the smallest baby
ever born in Maryland and
discharged home (weighing a
whopping 330 grams or 11.64
ounces). Born three-and-a-half
months premature, Kayleigh
spent the first year of her life at
three different hospitals and
underwent four operations
before finally heading home at
10 months of age.
Nicole Bent, Kayleigh’s mother,
credits MWPH with teaching
the family what to expect as they transitioned from hospital to
home and with equipping her to be a more confident mom. “When
we got home, the scenarios we practiced became very real world,”

6
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Bent recalls.
To express their appreciation, Kayleigh and her parents joined
MWPH on June 21-22 to put a positive face on the mission of
children’s hospitals at the “Speak Now for Kids Family Advocacy
Day” event, which is sponsored by the Children’s Hospital
Association (CHA).
There, the Klatt family and MWPH leadership met with
Representatives Steny Hoyer and Chris Van Hollen and
Senator Ben Cardin (as well as staff members from Senator Ben
Cardin’s, Representatives Dutch Ruppersberger’s and John
Sarbanes’s offices). Even House Minority Leader Nancy Pelosi
(pictured left) couldn’t resist saying hello to Kayleigh.
Of the nation’s 78 million children, approximately 3 million are
medically complex and of that population, 2 million rely on
Medicaid for access to multiple specialists, therapists and hospitals
as Kayleigh does.
“We are in Washington to reinforce the need for continued support
by the federal government for medically complex kids, particularly
those who receive some sort of financial assistance,” noted
Dr. Richard Katz, Chief Medical Officer at MWPH. “We’re putting
real people and real stories in front of Congress.”
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MWPH Celebrates
Historic 10-Year
Anniversary with
UMMS and Hopkins

Family Community Day

Not every pediatric hospital claims a partnership with two of the most powerful names in
medicine. But Mt. Washington Pediatric
Hospital (MWPH) this June celebrated a
historic 10-year partnership with the
University of Maryland Medical System and
Johns Hopkins Medicine.
This historic partnership helps streamline
patient care, offers improved efficiency and
broadens the range and scope of expertise
available at MWPH.
Says Dr. Richard Katz, Chief Medical Officer
and VP of Medical Affairs at MWPH: “By
uniting the remarkable talents of Hopkins
and Maryland, we have strengthened services
to children and created new programs in such
areas as childhood obesity, rehabilitation,
feeding, premature infants and psychology,
among others.”
All three hospital CEOs had wonderful
things to say:

‘‘

The whole partnership
is greater than the sum
of our individual parts.

On June 18, 2016 the Special Families Unite Program hosted its 3rd Annual Family
Community Day. The celebration took place at the Timonium AMF Bowling Alley.
The purpose of Family Community Day is to promote inclusion and to help our
families feel comfortable venturing out into the community.

Community
Health Fair
MWPH’s Pharmacy Department represented the
hospital at a community health fair in Laurel,
MD, on Saturday, July 16 and offered Diabetes,
Blood Pressure, and Cholesterol screenings
and general health education to over 100
people. Dr. Amy Vu, Pharm.D., BCPS, Clinical
Pharmacist at Mt. Washington Pediatric
Hospital, participated in the Health Fair, together with Dr. Francisca Sarfo,
Pharm.D., MHA, MBA, Director of Pharmacy, at MWPH. Two final year Pharm.D.
students, Sara Higa and Sara Zifa, participated as well. Thank you all!

Sheldon Stein, MWPH

It’s a collaboration built on
trust. A win-win-win,
particularly for the state
of Maryland.
Robert Chrencik, UMMS

The most special collaboration I can think of. This
partnership that represents
a beacon of how to deliver
health care.
Ronald Peterson, JHM

MWPH_Hand Prints_Fall2016.indd 7

’’

ASBC 40th
Anniversary
Celebration
MWPH psychologists participated in ASBC’s (Autism
Society of Baltimore-Chesapeake) 40th Anniversary
Celebration at the B&O
Railroad Museum on a
Sunday in late June. Over
300 families gathered for this fun and free event where Katie Kane, Antonia Girard,
Bethany Preston and Robinson Gold represented MWPH and the Autism Assessment & Related Therapeutic Services (AARTS) program and spoke with families
about our various services we offer. As part of the event’s resource fair, staff also
provided information and resources to families related to the challenges of puberty
and adolescence. MWPH was also a sponsor for this event, providing free train rides
to children and their families.
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KUDOS for our caring staff
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– Sherry P.
(Mother of Michael)

Communications Corner

Do you have
a story to
share?

Because you’re on the front lines, please let me know
about newsworthy activities happening in your area. If
something strikes you as a great story, reach out and
give me a heads up. And please send me your pictures!

Contact: Katie Yeager
Communications Coordinator
katharine.yeager@mwph.org
by November 2, 2016.

Handprints is a publication of
the Development department
for the employees of MWPH.
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I would love to
hear from you
and so would
your colleagues!

“Like” us on Facebook
Follow us on Twitter
Follow us on YouTube
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