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Introduction:  Suburban’s PFAC and PFAs 
 
This report covers the activities of Suburban Hospital’s Patient and Family Advisory Council (PFAC) 
during the hospital’s 2021 fiscal year, which ran from July 1, 2020, to June 30, 2021. The PFAC is 
composed of volunteer members, referred to as patient and family advisors (PFAs), hospital clinical and 
administrative staff members, and hospital executives. The structure of the PFAC is intentional; it 
models the partnership of patients, families, clinicians and hospital leaders that is the essence of 
patient- and family-centered care. 
 
All PFAs have prior experience with the hospital, as either a patient, care partner or volunteer. The PFAs 
participate in more than 40 Suburban councils, committees and workgroups to provide the patient and 
family voice to hospital activities. This widespread participation by PFAs provides the patient, family and 
community perspective on virtually everything the hospital does. The work of PFAs ranges from testing 
day beds to be installed in new patient rooms to reviewing the text of patient handbooks and other 
publications to ensure they are understandable and contain all needed information.  
 
The PFAC works closely with the Community Health and Wellness team, whose mission is to be a bridge 
between the community and the hospital. A member of the Community Health and Wellness team 
attends every PFAC meeting. 
 
For the second year, the COVID-19 pandemic had a dramatic effect upon Suburban and its PFAC. Our 
PFAs, like other hospital volunteers, were generally not allowed in the hospital. This restriction curtailed 
many PFA and PFAC activities. In-person interactions in the hospital between PFAs and patients and 
families, as well as between PFAs and clinicians and staff members, could not take place. However, the 
PFAC continued its involvement in hospital affairs using modern communication tools such as Zoom. The 
PFAC provided critical vaccine information for the community by staffing a call center, and joined other 
Johns Hopkins Medicine PFACs in urging that families and care partners be given maximum access to 
patients, consistent with COVID safety protocols. Paradoxically, COVID demonstrated the critical 
importance of the PFAC’s voice, as the virus limited family and care partners’ access to patients and 
clinicians. 
 
The virus imposed a tremendous burden on the staff, the community, patients and their care partners. 
Staff members worked extraordinarily long hours while having to change in and out of unwieldy 
personal protective equipment. Patients were isolated from friends and family, and were unable to have 
the assistance of care partners. While the staff went to extraordinary lengths to provide electronic tools 
to allow patients to communicate with their family and care partners, it was not, of course, the same as 
having them present. The availability of a vaccine in early 2021 was a huge relief. 
 
In September 2020, Suburban president and PFAC member Jacky Schultz retired. LeighAnn Sidone, chief 
nursing officer/vice president of nursing and PFAC co-chair, added acting president to her title, a role 
she filled until the naming of Jessica Melton as Suburban’s president and chief operating officer. (See 
“Welcome Jessica Melton” on page 9 to learn more). The PFAC played a role in Jessica’s selection; Steve 
Bokat, the PFA co-chair at the time, joined Suburban senior staff members in interviewing several 
candidates for the position. Jessica is now an active member of the PFAC. She brings rich experience in 
hospital management to her position, including working with PFACs and PFAs in the hospitals in which 
she previously held leadership positions. 

https://www.hopkinsmedicine.org/about/community_health/suburban-hospital/index.html
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LeighAnn Sidone, being honored for her leadership as acting president during the COVID pandemic. 
 
Any community member interested in the work of the PFAC is encouraged to contact us. If you have 
questions or comments, or would like to submit an application to join the PFAC, contact Jean Hochron, 
co-chair, at jhochron@gmail.com.  
 
Interested community members may also wish to review the PFAC website: 
hopkinsmedicine.org/patient_care/patients-visitors/patient-family-advisory-councils/suburban.html. 
  

mailto:jhochron@gmail.com
https://www.hopkinsmedicine.org/patient_care/patients-visitors/patient-family-advisory-councils/suburban.html
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About our PFAs 
Our patient and family advisors (PFAs) participate in more than 40 committees and workgroups at 
Suburban Hospital and throughout Johns Hopkins Medicine. Their involvement and insight bring the 
patient and family voice to every discussion and demonstrate Suburban Hospital’s commitment to 
patient- and family-centered care.  
 
This list provides many examples of PFA involvement at Suburban Hospital: 
 
Patient Safety and Quality 

 Patient Safety Committee 

 Comprehensive Unit-based Safety Program (CUSP) teams 

 Falls Team 

 Medication Error Reduction Improvement Team  

 Suburban Hospital Quality Committee 

 Suburban Hospital Board Quality Committee 
 
Suburban Team Partnerships 

 Nursing unit councils 

 Team/department collaboratives 

 Professional Practice Nursing Council 

 Interdisciplinary Clinical Practice Committee 
 
Patient and Family Education 

 Patient Education Committee  

 Patient and Family Resource Center 
 
Patient and Family Experience 

 “Experience the Experience” simulations workshops  

 Multidisciplinary rounds 
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Disease Prevention and Treatment 

 Glucose Control Steering Committee 

 Diabetes champions 
 
Johns Hopkins Clinical Communities 

 Patient- and Family-Centered Care Clinical Community 

 Diabetes Clinical Community 
 
Recognition and Awards 

 Suburban PFAC Patient- and Family-Centered Care Leadership Award 
 

Tenets of Care 
The PFAC’s main objective — the pursuit of patient- and family-centered care — remains unchanged, as 
do the key tenets of that care as defined by the Institute for Patient- and Family-Centered Care: 

● Patients and their families are treated with dignity and respect. 
● Health care providers communicate and share complete and unbiased information with patients 

and their families in ways that are supportive and useful. 
● Health care providers encourage and support patients and their families to participate in care 

and decision-making at the level patients and their families choose. 
● Patients, families and health care providers work together to improve every aspect of the health 

care system and the delivery of care. 

  

https://www.ipfcc.org/
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A Letter from the PFAC Co-Chairs 

   
 
We are pleased to present the Suburban Hospital 2021 Patient and Family Advisory Council Annual 
Report. 
 
The PFAC’s dedicated team of volunteers and professionals spent many hours during the past year 
bringing the patient and family voice to every aspect of hospital operations. It is only through this 
partnership between patient and family advisors, who represent our community, and hospital 
leadership and staff that we can ensure Suburban provides the best patient- and family-centered care, a 
touchstone of excellence throughout Johns Hopkins Medicine. 
 
It will come as no surprise that 2021, like the previous year, was extraordinarily challenging for 
Suburban staff members, the PFAC and, of course, for patients and families. COVID-19 impacted 
everything we did. It limited access of family and care partners to patients and clinicians in the hospital, 
put extraordinary stress on the staff as they dealt with repeated COVID surges, and limited access of 
PFAs and other volunteers to the hospital. 
 
Despite the stresses and restrictions imposed as a result of the pandemic, the PFAC and its PFAs 
continued their active role in hospital and systemwide operations. PFAs participated in most meetings 
using Zoom and other telecommunication tools.  
 
The PFAC provided representation at the Johns Hopkins system level in several committees. Of note is 
the participation of members of the PFAC in the Patient- and Family-Centered Care Clinical Community, 
a group consisting of representatives from PFACs throughout the Johns Hopkins Health System. We 
were particularly pleased that Suburban PFA Vickie Stearn continued her role as co-chair of this group. 
Through its participation in this committee, Suburban’s PFAC played a role in urging system leadership 
to allow families and care partners maximum access to patients where and when it could be done 
without endangering the health of staff members, patients or families.  
 
This year saw a change in PFAC leadership. Steve Bokat, who skillfully served as the PFA co-chair for the 
last five years, stepped down in June 2021. The new PFA co-chair is Jean Hochron, a long-time volunteer 
member of the PFAC. (See “Jean Hochron Takes Over As PFAC Volunteer Co-Chair” on page 10 to learn 
more.) In addition, Kris Hakanson, director of Suburban’s Office of Patient Family Experience and long-
time PFAC member, joined LeighAnn as a staff co-chair.  
  

https://www.hopkinsmedicine.org/news/articles/patient--and-family-centered-care-clinical-community


Patient and Family Advisory Council 2021 Annual Report 8 

We wish for, and look forward to, a 2022 in which Suburban can once again welcome the presence of 
care partners, families and PFAs in the hospital. 
 
Jean Hochron, Patient and Family Advisor 
LeighAnn Sidone, D.N.P., R.N., C.E.N.P., Vice President of Nursing / Chief Nurse Officer 
Kris Hakanson, Director of the Office of Patient & Family Experience 

Co-Chairs, Suburban Hospital PFAC 
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Welcome Jessica Melton 

 
 
The PFAC is delighted to welcome Jessica Melton, M.H.A., as Suburban’s new president and chief 
operating officer, and as a member of the PFAC. Jessica replaces Jacky Schultz, who retired as 
Suburban’s president in September 2020. Jessica joined Suburban on April 15, 2021, from Sentara 
Norfolk General Hospital in Norfolk, Virginia, where she was the chief operating officer. Before arriving 
at Sentara, Jessica held leadership roles at Duke University Hospital in Durham, North Carolina, including 
vice president of medical, surgical, and critical care services, vice president of emergency services and 
patient flow, administrative director of emergency preparedness and trauma, and director of the Duke 
Preparedness and Response Center.  
 
Jessica brings a rich history of experience with PFACs and PFAs from her prior work. For example, Jessica 
started an emergency department PFAC while at Duke. She is already actively involved in Suburban’s 
PFAC. 
 
The selection process for Suburban’s new president and chief operating officer modeled the partnership 
that is crucial to delivering patient- and family-centered care. Steve Bokat, then PFAC PFA co-chair, 

brought the patient and family voice to the table as a member of the team that interviewed finalists for 
this position. 
  

https://www.hopkinsmedicine.org/news/articles/jacky-schultz-retires-from-suburban-hospital
https://www.hopkinsmedicine.org/news/articles/jacky-schultz-retires-from-suburban-hospital
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Jean Hochron Takes Over as PFAC Volunteer Co-Chair 

 
 
In June 2021, the PFAC selected Jean Hochron as the volunteer PFA co-chair, a position Steve Bokat held 
for the past five years. Jean serves alongside PFAC staff co-chairs LeighAnn Sidone, Suburban’s vice 
president of nursing/chief nursing officer, and Kris Hakanson, director of the Office of Patient and Family 
Experience.  
 
Jean became a patient and family advisor and PFAC member in January 2017. She earned a bachelor’s 
degree at The Johns Hopkins University and a Master of Public Health at the University of Michigan 
School of Public Health. Jean completed a 40-year career in health policy, with a focus on ensuring 
access to health care for those with limited resources, including individuals experiencing housing 
instability. She served for 15 years as the director of the federal government’s Health Care for the 
Homeless program and, locally, spent seven years as senior administrator for Montgomery County’s 
Office of Health Care for the Uninsured. 
 
In addition to her professional responsibilities, Jean has served on the board of directors of a number of 
local and national nonprofit organizations. She served as secretary to the board of the Montgomery 
County Coalition for the Homeless and as board president of the National Health Care for the Homeless 
Council. She is the founding president of North Bethesda Village, which provides support and assistance 
and fosters social connections for adults ages 55-plus who live in the 20852 ZIP code.   
 
Jean says, “A passion for health care equity and access has always been in my blood.” The child of 
immigrants, she has led the effort to recruit patient and family advisors who are representative of the 
diverse community served by Suburban Hospital. “Everyone deserves a voice,” she says. 
 
Jean is an avid swimmer and hiker, and spends one day each week working in the soil, planting and 
harvesting organic vegetables at Red Wiggler Community Farm, where people with and without 
developmental disabilities come together to work, learn and grow healthy food. 
  



Patient and Family Advisory Council 2021 Annual Report 11 

PFAs Staff Suburban Vaccine Call Center 

 
 
The 2020 PFAC Annual Report described the building and opening of Suburban’s Patient and Family 
Resource Center in the hospital’s new North Building. The intent of the Resource Center is to serve as a 
central location for patients, families and community members to obtain information on wellness, 
diseases, nutrition and other health-related issues from an array of sources, including Suburban and 
Johns Hopkins Medicine. The Resource Center is to be staffed by PFAs and other Suburban volunteers. 
All plans were put on hold, however, when the COVID-19 pandemic forced the closure of the Resource 
Center within weeks of its opening in February 2020.  
 
Fortunately, the center, which earlier in the pandemic provided a central location for staff members to 
receive donated meals, was put to its intended use in support of the on-site community vaccination 
clinic Suburban opened in early 2021. Given the large demand for vaccinations, an initial limited supply, 
and a good deal of conflicting advice as to who, where and when people could get vaccinated, the need 
for the dissemination of accurate information became clear. Beginning in January 2021, PFAs, along with 
staff members from Suburban’s Community Health and Wellness team and the Suburban Foundation, 
staffed a phone bank to provide accurate vaccination information to the community. (See “2021 Patient- 
and Family-Centered Care Leadership Award” on page 15 to learn how Suburban’s staff provided 
vaccines and COVID testing to thousands of Maryland residents.) Over the ensuing several months, the 
team fielded more than 1,900 phone calls. Community members expressed their appreciation for the 
accurate, easy-to-access information provided by the phone bank. Callers also commended the 
efficiency and kindness of the Suburban staff members who provided the vaccines. 
  

https://www.hopkinsmedicine.org/news/publications/suburban-pfac-annual-report/annual-report-2020
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Vaccine Phone Bank Weekly Statistics 
  



Patient and Family Advisory Council 2021 Annual Report 13 

Multidisciplinary Rounds Committee: Improving Communication Among Staff, 
Patients and Families 

 
The Multidisciplinary Rounds Committee meets by Zoom. 
 
Suburban’s Multidisciplinary Rounds (MDR) Committee was established with the sole purpose of 
including patients and their loved ones in the medical decision-making process. The committee is 
exploring how to best develop a plan of care for individual patients within a 10-minute time frame 
during morning rounds by involving patients and care partners, hospitalists, nurses, pharmacists, social 
workers and case managers. It is a tall order, but one that is considered of the utmost importance by all 
stakeholders. 
 
Who is on the MDR Committee?   
The committee includes hospital executives, hospitalists, nurses, pharmacists, social workers, case 
managers, and patient and family advisors who are members of the Patient and Family Advisory Council.  
 
What is the goal of MDRs?   
MDRs take place at the patient’s bedside every day to briefly discuss each patient’s progress and plan of 
care for the day. MDRs are most successful when they include the patient and care partner in the clinical 
team’s conversation to aid in an overall plan of care and timely and informed discharge.  
 
How do MDRs meet their goal?  
An MDR is a 10-minute bedside meeting with each patient designed to ensure everyone involved in the 
patient’s care is informed of the plan of care for the day. This requires a clear focus on the patient’s 
priorities by including the patient and care partner in the conversation. It is a snapshot of the patient’s 
progress, and includes nursing concerns, medication updates, a plan of care for the day and discharge 
timeline, if necessary. The MDR team begins rounds daily at 9:15 a.m. The physician introduces the 
members of the team to each patient and care partner and leads a conversation to ensure everyone is 
“on the same page” with the care plans. In-depth questions or concerns are addressed later in the day 
by the clinical team members and patient.  
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The MDR Committee maintains its focus on communication while working to improve consistency, 
quality and timeliness in these hospital room conversations. The committee works with Suburban 
Hospital’s Quality Management Office to meet these goals and makes sure expectations for the MDR 
teams are clear.  
 
What is a measure of success for the MDR? 
The MDR Committee focuses on the acute medical care unit, and intends to expand to other units once 
the MDR process is operating successfully and consistently. A successful MDR improves the patient and 
care partner experience by including them in plan of care updates and decisions. 
 
As part of delivering patient- and family-centered care, MDRs go hand in hand with bedside shift 
reports. These reports include patients and their care partners in the discussion that takes place when 
nurses and patient care technicians who are finishing their shift brief the incoming nurses and 
technicians. The PFAC’s role in promoting bedside shift reports and helping train staff was highlighted in 
the 2020 Annual Report. 
  

https://www.hopkinsmedicine.org/news/articles/experience-the-experience
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2021 Patient- and Family-Centered Care Leadership Award 
 
Each year, Suburban’s PFAC presents the Patient- and Family-Centered Care Leadership Award to those 
within the hospital who best exemplify the tenets of patient- and family-centered care. In 2020, the 
PFAC chose two recipients: Margaret Fitzwilliam, Suburban’s director of capital renovation, planning and 
space management, and Kris Hakanson, director of the Office of Patient and Family Experience. Both 
Margaret and Kris demonstrated sustained and enthusiastic commitment to patient- and family-
centered care. 
 
This year, the award was presented to three recipients: the leadership of the COVID Vaccine Clinic, the 
leaders of the COVID Garage Testing Program, and Steve Bokat, who skillfully served as the PFA co-chair 
of the PFAC for the past five years.  
 

 
Suburban’s community COVID-19 vaccination staff celebrated the 

25,000th patient milestone in April 2021. 
 
The COVID Vaccine Clinic provided 30,000 vaccines to the Suburban community to help respond to the 
greatest public health crisis this country has faced in modern times. The clinic opened on Dec. 17, 2020, 
to vaccinate employees, and expanded to offer vaccinations to the public from Jan. 28–June 11, 2021. 
The clinic was supported by 150 staff members. 
 
Vaccine recipients wrote cards and emails and expressed thousands of verbal “thanks” as they exited 
the clinic. Some were in tears with gratitude. From the time patients entered the hospital’s garage and 
went through the main entrance in the beautiful new North Lobby, they were greeted by welcoming 
staff members, escorted through registration and into designated lines that moved quickly into the 
clinic, where staff expressed positive and comforting words to ease patients’ stress. The combination of 
staff kindness and well-designed logistics resulted in patients frequently expressing how positive their 
experience had been.  
 

https://www.hopkinsmedicine.org/news/articles/patient--and-family-centered-care-leadership-award
https://www.hopkinsmedicine.org/news/articles/patient--and-family-centered-care-leadership-award
https://www.hopkinsmedicine.org/news/articles/joy-and-relief-at-suburban-hospitals-covid-19-vaccination-clinic
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For setting a model of how to provide patient- and family-centered care in the process of delivering 
lifesaving vaccinations to thousands of patients, the PFAC designated these vaccine clinic leaders for the 
2021 Award: 

 Jen Raynor, director of pharmacy  

 Cindy Notobartolo, administrative director ED/trauma, safety, security and employee health 
services 

 Sarah Rasmussen, director of nursing informatics 

 Hanada Rados, occupational health specialist 

 Michelle Christ, physician alignment manager  
 

The award noted the success of the clinic was due in large part to the wonderful work of the employees 
who staffed it. 
 

 
COVID-19 garage testing site staff 

 
The PFAC also chose the COVID Garage Testing Program for this award because it ensured members of 
the community could be tested for COVID in a safe manner, knowing their test results would be reliable. 
This was important especially in the early days of COVID, when testing was difficult to obtain and not all 
labs were certified. Suburban’s Garage Testing Program began in March 2020 and averaged 250–300 
patients per week, administering more than 11,000 COVID tests through June 2021.  
 
Organizing logistics for garage testing required significant planning and relocation. The resulting 
exemplary service was a mark of phenomenal leadership. Steps were taken to arrange for adequate 
space and clear signage to direct cars safely to the testing area while ensuring the garage could provide 
parking for other patients and staff members. This required a team effort to make sure staff and 
patients were protected from COVID exposure and transmission. Moreover, the tests themselves were 
not easy to administer. 
 

https://www.hopkinsmedicine.org/news/articles/covid-19-takes-redeployed-nurses-out-of-their-comfort-zone
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For setting a model for the delivery of lifesaving tests in a safe and secure manner, the PFAC designated 
these garage testing leaders for the 2021 PFCC Leadership Award: 

 Karin Nevius, director of nursing professional practice and quality  

 Quinn Collins, director, nursing systems and operations 

 Monique Sanfuentes, administrative director, community affairs and population health 
 
The award noted the success of the testing program was due in large measure to the employees who 
staffed it. 
 

 
 
Steve Bokat started as a Suburban volunteer in 2008, and joined as a founding member of the PFAC in 
2010. In 2016, Steve succeeded the PFAC’s first PFA co-chair, Toby Levin. Although Steve’s second two-
year term as PFAC co-chair ended in 2020, he volunteered to continue as the co-chair for another year, 
given the raging COVID-19 pandemic.  
 
During that extra year of service, Steve organized and led a team of PFAs and Suburban employees that 
staffed a COVID Vaccine Call Center. (See “PFAs Staff Suburban Vaccine Call Center” on page 11 to learn 
more.) The call center fielded almost 2,000 phone calls from community members anxious to learn 
when, where and how they could get vaccinated against the deadly virus. Other highlights of Steve’s 
final year as PFAC co-chair included quickly converting PFAC meetings to Zoom, engaging PFAs on key 
topics — which included important briefings by senior leaders about COVID-19 and its impact on the 
hospital and patients — and overseeing program reports and discussions about how to promote PFCC 
when care partners were not permitted in the hospital. PFA and staff attendance at our monthly 
meetings increased and helped PFAs feel connected to the hospital and its staff members. 

https://suburbanhospital.files.wordpress.com/2021/11/bokat-award-presentation-10.11.2021.pdf
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Steve played an important role in helping Suburban achieve MAGNET Status in May 2019. The American 
Nurses Credentialing Center, in awarding that coveted credential in May 2019, cited the close working 
relationship among the nursing staff, PFAC and patient and family advisor programs as an “exemplar” 
for “the breadth and depth of partnerships between nurses and patients/families,” and that it was 
“standard operating procedure for PFAs to participate in hospital committees, councils, initiatives and 
meetings.” 
 
The PFAC achieved many other goals during Steve’s leadership, including the opening of the Patient and 
Family Resource Center, creation of the dashboard of PFAC activities and other highlights mentioned in 
this report. 
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PFAs Work with Pharmacy & Therapeutics and Patient Education Committees on 
New Patient Flyer 

 
Making sure patients are knowledgeable about the medications they take in the hospital and their side 
effects, as well as ensuring patients do not take any medication brought from home without physician 
approval, are key to a successful hospitalization and discharge. PFAC members June Graff, Lori Nam and 
Kris Hakanson worked with the Pharmacy & Therapeutics Committee and Education Committee to 
develop a new patient flyer that is incorporated in the handbook provided to all patients upon 
admission. The general membership of the PFAC also provided feedback on this flyer. PFAs such as June 
and Lori bring special expertise to their role by knowing what is understandable to the average patient 
and communicating that to hospital staff. 
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PFA Participation on CUSP Teams 

 
 
CUSP stands for Comprehensive Unit-Based Safety Program. According to Johns Hopkins Medicine:  

 
CUSP aims to improve the culture of safety while providing front-line caregivers with the tools 
and support they need to identify and tackle the hazards that threaten their patients at the unit 
or clinic level. 
 
Developed by Johns Hopkins safety and quality researchers, the five-step program has been used 
to target a wide range of hazards, including patient falls, hospital-acquired infections, 
medication administration errors, specimen labeling errors, and teamwork and communication 
breakdowns.  

 
A key element of a successful CUSP is having PFAs on every hospital CUSP team to provide the patient 
and family perspective. PFAs serve on Suburban’s emergency department, perioperative, intermediate 
care unit and nursing unit CUSP teams. PFAs played a role in reducing patient falls by providing input on 
patient “fall risk bracelets,” and contributed to the design of signage in the emergency department 
explaining the special ventilation to reduce the spread of COVID.  
 
CUSP teams typically meet monthly. They seek clinical team input on what condition is most likely to 
next cause patient harm on units, and work collaboratively to address these conditions.  
 
 

https://www.hopkinsmedicine.org/armstrong_institute/training_services/workshops/cusp_implementation_training/cusp_guidance.html

