
he global pandemic is unprecedented in our 
lifetimes. In March 2020, COVID-19 halted 
outpatient care at hospitals across the country. 
At MWPH, our team began looking at solutions 
right away. Our hospital’s innovative approach 
toward outpatient care in the age of COVID-19 
has enabled our patients and providers to stay safe 
and receive the compassionate, expert care that our 
patients and families expect and deserve.

“We started doing telemedicine almost immedi-
ately,” said Kayla Kupfer, RN, MWPH’s interim OP 
nurse manager. MWPH is now offering three types 
of outpatient appointments. Which one the team 
uses for each patient depends on a host of factors, 
including the reason for the appointment, the 
child’s existing complex medical needs, and what 
examination, procedures, or tests need to be done. 

In-person appointments 
“In June, we slowly started bringing patients back 
in person, with lower volumes and safety measures 
in place,” Kupfer said. For traditional, in-person 
appointments, like primary care physicals, MWPH 
has adopted layers of screening to ensure that 
patients can safely come to MWPH for care. The 
first step is a phone call, during which the patient’s 
parent or guardian answers a series of screening 
questions. The MWPH staff member also explains 
visitor policies and COVID-19-related restrictions 
that are in place, so the family understands what 
to expect at the appointment. Follow-up screening 
may be done before the appointment, and every 
person entering MWPH undergoes additional 
screening at the front desk. 
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CARES Value Spotlight:  
Considerate

•   I am friendly and welcoming
•   I introduce myself and acknowledge others 

by name
•   I make eye contact and smile
•   I am polite whenever I communicate
•    I follow departmental/hospital dress code 

and I wear my ID badge
•    I don’t disturb others; I talk quietly when in 

patient care areas, shared offices, public 
spaces & hallways. I limit group conversa-
tions in public areas and I am aware of 
where personal conversations take place



Hybrid appointments
In our innovative hybrid model, the patient comes to MWPH for the 
appointment but sees some of their providers virtually. This option 
enables the multidisciplinary clinics—the diabetes clinic or the Weigh 
Smart program, for example—to combine the benefits of in-person 
examination with the safety of virtual visits.  

The patient’s physician or nurse may see the patient in the exam room 
(with appropriate personal protective equipment and social distancing 
measures), while other providers, like the psychologist and dietitian, 
interact with the patient via secure videoconference. The overall number 
of patients in the clinic is lower, making it easier to maintain social 
distancing from the waiting room to the exam room and back. Keeping 
more providers in their offices, seeing patients via Zoom, kept our 
providers safe as well.

Telemedicine appointments
Using telemedicine technology, the patient receives care from home. The 
patient is placed in a virtual “exam room,” and providers rotate in to 
see the patient one at a time. Routine follow-up visits and dermatology 
visits can be good options for telemedicine. “This option keeps everyone 
safe, and both patient and provider can take off their masks,” said 
Chrissie Heimer, MWPH’s director of outpatient services. 

Patient families give the telemedicine appointments high marks. “We 
have heard that a lot of our patients and families love the convenience of 
telemedicine,” Heimer said. “We’re hoping that those care options will 
continue after the pandemic is over.”

The members of the outpatient team are so grateful for the hard work 
and dedication of their colleagues. The IS team showed them how to 
use technology in new, innovative ways and the call center team kept 
patients and families informed throughout the many changes and 
adjustments to appointments and scheduling. “We had to roll out a 
lot of changes quickly, and the staff has been just great. They did a 
wonderful job,” Heimer said.

Caring for Patients 
in a COVID-19 World cont’d 
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MWPH Emergency Assistance Fund
Funds for our Family

Message from the President
SAFETY BABY SHOWER

4:00 – 6:00 p.m.   •   Virtual Zoom Meeting 
This gathering is for patient parents with children who are  
up to 18 months of age. Please visit our website for more 

information about how to join. 

SEP
17

OCT
15

NOV 
19

•   Our clinical staff’s flexibility and willingness 
to learn was fantastic. Everyone was on board 
and ready to adapt to care for our patients.

•   Using the “breakout rooms” function in 
Zoom made a huge difference in patient and 
provider flow within the telemedicine system.

•   Staff ran with the changes, which led to 
continuous improvement in the patient 
experience. 

•    The MWPH team truly is the best in the world.

DIY Children’s Mask Drive
Due to our community’s urgent need, MWPH is now collecting 
DIY children’s masks for distribution. The majority of children in 
Baltimore City do not have masks. Additionally, one in 12 children 
suffers from respiratory illnesses, and one in 15 children has 
asthma. This places them at great risk without masks.

MWPH is receiving donations of DIY children-sized cloth masks. 
Donations will be distributed to MWPH patients as well as 
children in the community as part of our community food 
distribution efforts. This effort is in addition to our collection and 
distribution of DIY adult masks at the hospital.

Did you know we have an Employee Assistance Fund?
The Emergency Assistance Fund (EAF) was created to provide 
assistance to eligible employees who are experiencing emergency 
financial hardship.

In short, to apply, eligible employees must complete an Employee 
Emergency Assistance Application. Applications are available 
through Human Resources or through the intranet. Applicants will 
be asked to furnish documentation to support their request for 
assistance. Completed requests for assistance must be submitted 
to Human Resources for consideration.

You can help!  Visit our website
to view mask instructions and share with your friends. 

mwph.org/coronavirus/donate-masks

Lessons Learned  
from the Pivot to Telehealth

U P CO M I N G  E V E N T S

THE EAF EXISTS BECAUSE OF CONTRIBUTIONS.  
Please consider making a gift to support this important fund. 

There are three ways to make your gift:

 1. Make a gift online mwph.org/give
 2. Send check or cash via interoffice mail 
 3. Make a gift using payroll deduction

For more information, please contact Alison Berry at  
alison.berry@mwph.org.



Dear Friends,
Although preparing for COVID-19 has taken much of our energy 
this year, I’m happy to report that we continue to move forward 
with our ongoing projects.

The Rosenberg outpatient expansion is near completion. We are 
wrapping up construction of the addition now and, in the last few 
months of 2020, we will be renovating and updating the spaces 
in the existing building’s structure to improve functionality, 
workflows, and security. Our attention is now turning to our next 
major project, which is the design and construction of our Ability 
Center. The center will be an addition to the Rosenberg building 
that will provide additional outpatient space for our rehabilitation 
patients. It will also provide more space for future growth.

Congratulations to the team for completing our Commission on 
Accreditation of Rehabilitation Facilities (CARF) survey! Thank 
you to everyone for your work during the survey period, which 
happens once every three years. Our adherence to CARF’s stringent 
guidelines is proof of our program’s quality in taking care of 
children with complex medical needs. We are anticipating a very 
favorable report from the CARF surveyors.

As the school year starts, we’re all working to balance work, child 
care, and schooling. As we head into the fall and winter months, 
be sure you’re protecting yourself against the flu and get your  
annual flu shot. We’re all in this together. 

Sincerely,

Sheldon J. Stein,  
President & CEO
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MWPH Emergency Assistance Fund
Funds for our Family

Message from the President

Where Are They Now  —Abdiana Saintilme   
When she came to 
MWPH in July 2016, little 
Abdiana Saintilme had 
already spent months in 
a NICU—and she faced 
a tough road ahead. She 
had been born at just 
23 weeks’ gestation, and 
she was having trouble 
maintaining her body’s 
oxygen levels. If her 
lungs did not continue 
developing, she might 
not survive.

Her parents traveled hours each week to spend all the time they 
could at her bedside. Her family, and MWPH’s treatment team, 
were very concerned. “Abdiana was extremely fragile,” said MWPH 
attending pediatrician Julia Rosenstock, MD. “Her parents did 
not want her to suffer, so they made the decision to have a “do not 
resuscitate,” or DNR, order in place for her.” 

Then one day, Abdiana started to turn things around. “After 
a couple of months, instead of getting worse, one day she just 
started getting better,” Dr. Rosenstock said. Slowly, Abdiana 

was weaned off her 
sedating medications, 
and eventually she was 
able to breathe without 
the assistance of a 
ventilator. Abdiana was 
happy and playing— 
each week brought new 
positive signs.

Eventually, thanks to 
her amazing progress, 
Abdiana’s DNR was 
removed. Her parents 
learned to care for her 

medical needs, and she went home a playful, loving baby.
Today, Abdiana is a happy 4-year-old girl. She runs and plays, 
and she was able to stop using her feeding tube. She is ready to 
start attending school as well – all of which might have been 
unthinkable when she first came to MWPH. She continues to visit 
MWPH for outpatient therapy.

“I can’t say enough about how hard her parents have worked to 
care for her,” Dr. Rosenstock said. “It’s a testament to them that 
she has done so well.”

 
♥

U P CO M I N G  E V E N T S
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GET TO KNOW OUR STAR EMPLOYEES

EMPLOYEE NEWS

Congrats Nurse Resident Graduates! 
Congratulations to the Vizient/AACN Cohort 2 Nurse Residents (left to 
right in photo): Haley Freilino, RN; Meagan Freeze, RN; Alexia Huggins, 
RN; and Megan Feeley, RN. These nurses have completed a year-long 
residency program designed to provide support, education, and men-
torship to assist the new graduate nurse through the transition into 
their new professional roles and to develop leadership skills necessary 
to be a successful partner on the healthcare team. 

These nurses have risen to the many challenges we have all faced in 
2020 with resilience and compassion. We are so lucky to have them as 
part of the MWPH family.

PROMOTIONS

August September

Name: Jennifer Freeman, BSN, RN, CCM
Title: Manager of Care Management 
Department: Collaborative Care 
How long have you worked at MWPH: 15 years this October
What is your favorite thing about your job: My favorite thing 
about my job is knowing that I have a part in helping patients 
achieve their best quality of life with all the support they need 
to transition home safely and thrive in the community.
Name one thing that most people don’t know about you:  
After COVID-19 shut everything down, including the gyms,  
I converted my garage into a home gym.  

Name: Michelle Hanover, MS, LBSW
Title: Patient Family Liaison  
Department: CEO  
How long have you worked at MWPH: 7½ years
What is your favorite thing about your job: My favorite thing 
about working at MWPH is having the opportunity to support 
our families and ensuring that their voices are heard. 
Name one thing that most people don’t know about you: One 
thing people don’t know about me is, prior to coming to 
MWPH, I worked at a treatment foster care agency for 15 years.

•  Tykell David (pictured above) from Catering Manager  
to Director of Food Services

•  Kianna Faulcon from PCA to LPN
•  Chrissie Heimer from Nurse Manager to Director of  

Outpatient Services
•  Kayla Kupfer from RN to Nurse Manager
•  Shelby Marciszewski from LPN to RN
•  Rachana Patani (pictured above) from Manager,  

Community Benefit Program to Director, Community Benefit 
Program
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A Day In The Life
of Carrie Smith

MYTH: Children are almost immune from COVID-19.

FACT: This is not true. Children do indeed get CO-
VID-19. In fact, some children have become seriously 
ill. In Baltimore, a child died from the disease.

Early data, which was collected at the time schools 
were closed and families were virtually hibernating, is 
misleading. More recent data, including a very recent 
study from Boston, shows that children may play a 
larger role in transmission than other researchers 
have found. This study showed that children carry a 
higher number of viral particles than adults, but they 
have a smaller number of receptors (places in the 
body that the virus attacks and attaches), so they are 
less likely to become as ill as adults are.

As one can imagine, this is a highly controversial and 
scary topic. We are still in the midst of the pandemic, 
with no clear end in sight. Parents, teachers, school 
districts, and governments have had to make difficult 
decisions. Remember that children can and do get 
the disease and can get very sick. 

We at MWPH have shown that proper hand hygiene, 
masking and wearing face shields, and appropriate 
social distancing is effective in stopping the spread 
of COVID-19. We have 
to keep up the good 
work in the weeks 
and months ahead. 
Children deserve all 
the protection we can 
afford, including virtual 
schooling if necessary.

Myth busted by 
Richard M. Katz, MD, 

MBA, FAAP, 
Vice President of Medical 
Affairs and Chief Medical 

Officer.  

Carrie Smith, RN, is a certified pediatric nurse who works the night shift 
on the second floor, Pakula Center. Most nights, she works as the charge 
nurse or nursing supervisor, providing off-hours leadership for the unit. 
We caught up with her on a recent Tuesday evening.

7:00 p.m. – Listen to the day shift’s end-of-shift huddle and get a report 
from the day shift’s nursing supervisor.

9:15 p.m. – Coordinate a patient transfer to an acute-care facility.

10:08 p.m. – Coach a staff nurse on performing a new skill at the 
bedside.

10:50 p.m. – Talk with parents about an issue 
that came up over the last hour involving 
their child’s oxygen saturation levels.

12:42 a.m. – Finalize staffing for next 
day’s shift by finding a nurse to cover 
for a colleague who called out sick.

1:21 a.m. – Perform safety checks 
on glucometers and code carts.

2:15 a.m. – Take a moment  
to soothe a baby having  
a rough night.

4:30 a.m. – Assign  
nurses to patients  
for the upcoming  
day shift.

7:02 a.m. – Lead the 
change-of-shift huddle 
and report to the  
day shift’s nursing 
supervisor about  
what happened over  
the course of the  
night shift.

Did you know that you can support MWPH when you shop  
at Amazon through their AmazonSmile program? 

It’s as easy as selecting MWPH as your charity of choice. Simply visit 
smile.amazon.com, shop as you normally would, and Amazon will 
donate 0.5% of your purchase price to MWPH at no cost to you. 

Shop on your smartphone app? Turn on the AmazonSmile feature 
by going to Programs & Features, then choosing AmazonSmile.

SHOPPING ON AMAZON MORE THESE DAYS?

CONGRATULATIONS  
TO ANNA SNEE 

for passing her child life certification exam.  
The certification process involves college  
coursework, a practicum, an internship,  

and an exam. Way to go, Anna!

Night
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DEPARTMENT SPOTLIGHT: 
HUMAN RESOURCES

he many challenges of working in a hospital during COVID-19 
have put pressure on every member of the MWPH team. The 
Human Resources (HR) Department has played a key role in 
supporting the hospital’s employees, ensuring that they have what 
they need to continue caring for patients.

“We have focused on looking out for the health, safety, emotional 
and financial well-being of our employees during this time,” said 
Tom Ellis, MWPH’s vice president of human resources.

Early on in the pandemic, HR put programs in place to help 
employees navigate the new normal. Here are just a few examples of 
their work:

•   Launched an employee assistance fund and PTO donation 
program —MWPH team members can contribute funds or 
PTO hours to help other employees who are facing financial 
difficulties or who need PTO as a result of illness, a spouse losing 
a job, or other crises.

•   Provided free child care services in collaboration with the 
University of Maryland Medical System, KinderCare, and the Y.

•   Supported employees who were out with COVID-19 by 
subsidizing up to 30 days of PTO.

•   Extended the employee assistance program to provide counseling 
and support for employees’ emotional and psychological stress.

•   Facilitated COVID-19 testing for employees
•   Played a key role in expanded teleworking policies for those who 

were able—even though the HR team stayed on site to make sure 
every MWPH team member had easy access to HR for questions 
about benefits, payroll, and leave.

The HR team is proud that the hospital has not had any staff 
furloughs, even with fewer patients coming through the doors. “We 
worked with the hospital’s leadership to move people around so 
that everyone could stay employed. We appreciate the support of 
everyone on MWPH’s staff, who were able to pivot and adapt as we 
made changes to policies,” said Monica Atkinson, MWPH’s director 
of HR. “If it weren’t for an engaged and passionate leadership team, 
we would have struggled a lot more.”

For the HR team, “It always goes back to making things better for 
the patient. We’re dedicated to taking care of the people who take 
care of our patients, whether they are in a direct patient care role or 
a supporting role,” Ellis and Atkinson said. ♥

T

KUDOS TO THE HR TEAM

Tom Ellis, Vice President of HR Monica Atkinson, Director of HR Angie Wenman, HRIS/Payroll Analyst

Tammany Buckwalter, Employee Engagement and 
Volunteer Specialist

 Felina Basmaci, Benefits/Payroll SpecialistLisa Bailey, Human Resources Specialist 
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MWPH: IN THE COMMUNITY

Child Life and Therapeutic Recreation 
Bring Smiles in Tough Times

As everyone knows, these are not 
normal times. And for a child in 
the hospital, the changes that 
have happened in 2020 can be 
even more confusing and scary. 
That’s why MWPH is glad to 
draw on the talents of our Child 
Life and Therapeutic Recreation 
(CLTR) team to help create 
a sense of normalcy for our 
patients.

“CLTR is a profession that is 
made to adapt. We have a unique 
position in the hospital, and we 
are using it as an opportunity for 
creativity and f lexibility,” said 
Anna Snee, certified child life 
specialist.

The mission of CLTR is to 
focus on each child’s social, emotional, and developmental needs, 
reducing fear and stress and helping kids be kids while in the 
hospital. The team’s dedication and creativity were on display as 
they worked to meet these goals despite visiting restrictions and 
social distancing.

“We started by normalizing personal protective equipment (PPE) 
so that kids wouldn’t be scared when they saw nurses and staff in 
gowns, gloves, masks, and face shields. We did lots of games and 
education about this, and we even had kids make their own masks,” 
Snee said. 

The playroom has reopened, and the CLTR team are creating 
socially distant games to bring kids together while keeping them 
safe. A one-to-one child-to-therapist ratio makes this easier to 

accomplish. From Scattergories 
and tie dye to slime-making 
and crafting projects, the team 
found ways to let children safely 
enjoy social interaction.

The team also focused 
on innovative ways to use 
technology to bring the world 
beyond the hospital right to  
the bedside. Using FaceTime, 
both babies and older children 
were able to have virtual visits 
with their brothers and sisters. 
Teen patients have especially 
loved using the virtual reality 
headset. Kids as young as three 
years old are visiting museums 
and the National Aquarium 
using a video-enabled robot  

that they control.

The children are having low-tech fun as well- blowing bubbles, 
participating in an outdoor movie night, creating and publishing a 
monthly newsletter filled with jokes, puzzles, and art project ideas.

“Our goal is to take the whole family into consideration. Being in 
the hospital is stressful enough, and having these other restrictions, 
plus other stressors outside of the hospital – it’s tough. We’ve been 
working to support family connections and make being in the 
hospital as fun as possible,” said Jennifer Langezaal, certified child 
life specialist. 

MWPH’s all-star CLTR team will continue to use their expertise to 
offer fun and innovative approaches to support patients’ social and 
emotional needs. ♥

Nearly 60 patient advocates, ranging in 
age from two to 24 years, and 40 children’s 
hospitals, including MWPH, participated in 
this year’s Family Advocacy Week in August. 
While legislative meetings happened virtually 
through video calls, two of our families 
shared their stories with members of Congress 
to help lawmakers understand the importance 
of prioritizing children’s healthcare needs. 

We had the privilege of meeting with represen-
tatives from the following offices: Senator Ben 

Cardin, Senator Chris Van Hollen, Congressman Dutch Ruppersberger, Congressman 
Jamie Raskin, Congressman John Sarbanes, and Congressman Anthony Brown. 

We are so proud of our kids!



Handprints is a publication of
the Development department 
for the patient families, friends,  
and employees of MWPH.

KUDOS for our Caring Staff

“Like” us on Facebook

Follow us on Twitter

Follow us on YouTube
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For information or questions about Handprints, contact Katie Yeager, Communications Coordinator at katharine.yeager@mwph.org

Nicole McFadden is mom 
to two children with special 
needs. Her son Kenny, who 
is 29, has high-functioning 
autism. Her daughter, Mykeia, 
who turned 18 in August, 
faces multiple health care 
challenges. She is quadriplegic 
and has a neurological disorder, 
muscle spasticity, and diabetic 
encephalopathy. Despite these 
issues, Mykeia is an intelligent, 
fun-loving, compassionate 

young lady who has made significant forward progress.

How did your family first connect with MWPH? 
We first came to MWPH when Mykeia was eight months old, at the 
recommendation of her orthopedic surgeon. She has been seen by 
many of MWPH’s wonderful doctors, nurses, and therapists over 
the years. In addition to orthopedics, she sees specialists in phys-

iatry, gastroenterology, dermatology, wound care, and endocrinology. 

What other services has your family received at MWPH?
Mykeia continues to see MWPH providers as an outpatient, including 
receiving Botox injections to help reduce spasms. She had great 
success with MWPH’s feeding clinic as well, which helped her 
gain weight. A few years ago, she was an inpatient for a few weeks 
after having double hip surgery. Yuba the therapy dog helped her 
immensely while she was there.

What stands out about MWPH?
MWPH is an awesome place. The staff has been wonderful: they 
make the experience fun and engaging for the kids so that it doesn’t 
seem threatening. The child life team involves kids in different 
activities, and everyone works to make families as comfortable as 
they can. I was inspired to volunteer at the hospital as well. I was able 
to run the hospitality cart two days a week and bring some cheer to 
patient families.

What advice would you give to parents coming to 
MWPH for the first time?
Don’t be afraid to use your voice to be your child’s advocate. If there 
is something you don’t understand, or something you don’t think 
is right, speak up. Don’t be intimidated—you know your child best. 
And just know that you’re in a good place.  

Patient Parent
Perspective
Nicole McFadden

Follow us on Instagram @mwphstories

  

“I would like to commend the outpatient department for the professional and courteous care provided by Dr. Laura Sterni and Ms. Richardson. The appointment was very helpful and productive. Amidst the COVID-19 challenges, I felt extremely at ease and protected during my son’s vist. The appointment went seamlessly and smoothly. Ms. Richardson was especially helpful and attentive. Dr. Sterni is an exceptional physician. I am so grateful  to be under her care.” 
— Cynthia Williams, patient parent

At ease and protected through exceptional care

  
Excellent care in the Sleep Program

“The sleep technician was 

kind and helpful—great with 

my daughter. Excellent service 

and excellent care!” 

 — patient parent


