
tracey bagwell a patient and fam-
ily education coordinator who has 
been a nurse for over 30 years, recalls 
the countless number of times she 
has witnessed colleagues experience a 
traumatizing patient event, such as a 
serious injury or even death, and then 
are expected to “pick themselves up” 
and move on to the next patient. 

According to the Johns Hopkins 
Armstrong Institute for Patient Safety 
and Quality, many providers experience 
stressful, patient-related events, such as 
an unexpected patient death or prevent-
able complications. These employees are 
considered “second victims” in the sense 
that the provider who is involved in the 

adverse event may become traumatized 
as a result. The RISE (Resilience in 
Stressful Events) Peer Responder Train-
ing, implemented three years ago at The 

Johns Hopkins Hospital, addresses this 
growing need to support second victims 
with proven approaches for peer support 

and stress management, with special ap-
plication to the needs of clinicians. 

“We put our staff in emotionally, 
physically and intellectually intimate 
situations, and when bad things hap-
pen, they’re expected to march on,” says 
Bagwell, who works at Johns Hopkins 
Bayview Medical Center and partici-
pated in the May RISE training.

Cheryl Connors, a patient safety 
specialist with the Armstrong Insti-
tute, co-developed the RISE training 
and says it’s important to permeate the 
institution with people who can provide 
“psychological first aid” and emotional 

the walking shoes came out this 
spring. Staff members on a num-
ber of the Johns Hopkins Health 
System campuses competed in the 
Race the Globe steps challenge, 
which pitted entities against one 
another to determine who would 
have the greatest steps average 
and the greatest percent of partici-
pants who reach the weekly steps 
goal of 70,000 all four weeks. 

Throughout most of the com-
petition, the race was nail-bitingly 
close for the lead, but in the end 
The Johns Hopkins Hospital came 
out on top, with employees log-
ging an average of 215,294 steps. 
Johns Hopkins Medicine Interna-
tional was also successful, hav-
ing the highest percent of portal 
registrants reaching the step goal 
of 70,000 every week. Overall, the 
health system logged more than  
200 million steps over the course 
of the challenge.   

The top three performers for 
The Johns Hopkins Hospital—
David Furukawa, senior systems 
engineer, Leslie O’Connell, clinical 
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The Johns 
Hopkins Hospital 

Wins the Race 
the Globe 
Challenge

“ We are frail human beings. 
When we are stressed, we 
react in predictable ways. 
Second victims often feel 
like they did something 
wrong.”  
     —ALBERT WU

Co-founders of the RISE Peer Responder 
Training, Albert Wu and Cheryl Connors.

Submit your  
observations or  
questions about community 
engagement efforts at 
suggestionox.com/r/
jhmsuggestionbox.

PEOPLE PEOPLE

trivia biscoe is one of 29 clinical 
customer service coordinators charged 
with ensuring that patients and their 
family members have an exceptional stay 
at The Johns Hopkins Hospital. 

Typically wearing a dark blazer, white 
shirt and colorful scarf, Biscoe is assigned 
to the Johns Hopkins Children’s Center, 
where she makes the rounds delivering a 
warm welcome to the unit’s roughly 20 
patients and families and becoming their 
navigator. Recognizing the uncertainty 

and anxiety they are experiencing, Biscoe 
gives the families a tour of the pediatric 
unit and ensures that they receive the 
services they need—from parking 
assistance to daily meals, picking up 
prescriptions from the Arcade Pharmacy, 
connecting them to social work, Child 
Life and even to an interpreter if 
necessary.  

She makes sure her personable, 
empathetic and compassionate nature is 
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Everyday Hopkins: Trivia Biscoe
Delivering a Warm Welcome 
for Pediatric Patient



Noteworthy 
Information 
and Events

The Johns Hopkins 
Hospital Earns CEO 
Cancer Gold Standard 
Accreditation 
The CEO Roundtable on Cancer has 
accredited The Johns Hopkins 
Hospital with the CEO Cancer Gold 
Standard, recognizing its efforts to 
reduce the risk of cancer for its 
employees and covered family 
members. The CEO Roundtable on 
Cancer, a nonprofit organization of 
CEOs founded by former U.S. 
President George H.W. Bush, created 
the Gold Standard to recognize 
employers for taking exceptional 
health and wellness measures on 
behalf of their employees and family 
members.

Nominate Outstanding 
Employees for the 
Baker-King Awards
Managers and supervisors can 
nominate nonsupervisory staff 
members for the Baker-King Awards, 
which recognize Johns Hopkins 
Hospital and Health System 
Corporation staff members for 
outstanding performance. Award 
recipients will be recognized during 
the Employee Appreciation 
Celebration on Monday, Sept. 11, 
from noon to 1:30 p.m. in Turner 
Auditorium. Review the nomination 
requirements on the Employee 
Appreciation website and submit all 
nomination forms to lmillen1@jhmi.
edu by Friday, July 21. 
Info: hopkinsmedicine.org/human_
resources/news_events/employee_
appreciation.html 

Summer Updates from 
Atwater’s at Johns 
Hopkins
Looking for a quick bite to eat, a 
casual space to do work or a fun spot 
to meet up with friends after work or 
class? Stop by Atwater’s at Johns 
Hopkins for breakfast, lunch, dinner, 
happy hour and more. Seasonal 
favorites like cherry pie and 
strawberry jam are back on the menu, 
and you can now place orders for 
delivery through OrderUp. Atwater’s 
is located on the East Baltimore 
campus at 855 N. Wolfe St. and is  
open Monday through Friday, from  
8 a.m. to 7 p.m. 

From the Editor 
Hopkins Insider  is published 
twice a month—on 
Thursdays—by Johns Hopkins 
Medicine Marketing and 
Communications. Email 
your submissions at least 14 
days prior to the requested 
publication date to Stephanie 
Price, editor, sprice20@
jhmi.edu, for consideration. 
Upcoming publication dates 
are July 27  and Aug.  10. 
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support. Approximately 150 employees 
have participated in the rigorous, all-day 
trainings at Armstrong Institute, and 
35 of these employees provide round-
the-clock support through the 24-hour 
hotline, Connor says. 

Participants learn how to provide peer 
support based on seven principles: show 
up, stay calm, listen, empathize, avoid 
fixing, maintain confidentiality and 
activate a debrief. Matt Norvell, a chap-
lain at The Johns Hopkins Hospital and 
training instructor, teaches the coping 
mechanism “grounding.” 

 “A way to help someone in a stressful 
situation is to ask them to check their 
pulse and let them know they’re safe,” 
Norvell says. “This helps to draw them 
out of the traumatic event and remind 
them that they are OK right now.” 

Albert Wu, an internist at The Johns 
Hopkins Hospital and RISE co-founder 
who coined the term “second victim” in 
an article in the British Medical Journal 
in 2000, says the training is valuable 
because stressed-out, unsupported staff 
members cause a vicious cycle of low 
morale and high turnover, poor pa-
tient care and dissatisfied patients and 
employees. 

“We are frail human beings,” says 

Wu. When we are stressed, we react in 
predictable ways. Second victims often 
feel like they did something wrong—
like if you talk to people who have been 
robbed, they say, ‘I shouldn’t have been 
walking at 3 a.m. on the street.’ ” 

Senior Director of Patient Safety Lori 
Paine and former Director of Pediatric 
Nursing Shelley Baranowski recognized 
the need to more effectively care for 
second victims after discussions with 
the pediatric nurses who still experi-
enced pain almost 10 years after the 
2001 tragic death of toddler Josie King 
at The Johns Hopkins Hospital. Paine 
and Baranowski formed a committee in 
2010 to develop resources for the nurses 

and similar providers.  
Wu says part of patient safety should 

be taking care of the caregivers because 
you need healthy people to effectively 
serve our patients: “If we are all burned 
out or spiritually sick, we can’t do the 
job we need to do every day.” 

The next RISE training is Nov. 15. To 
register, visit insidehopkinsmedicine.org/
RISE or email questions to ailearning@
jhmi.edu.

To reach a RISE counselor and  
receive support, call 410-283-3953.

If you would like to apply to be a peer 
responder on the RISE team, email cci-
cio1@jhmi.edu.

—Stephanie Price

Second Victims 

technician for radiology, and Maria 
Ronces Durante, nurse clinician—
earned kudos for their steps. Redonda 
Miller, president of The Johns Hopkins 
Hospital, Kris Lukish, the hospital’s 
vice president of human resources, 
and Richard Safeer, medical director 
of employee health and wellness for 
Johns Hopkins HealthCare, presented 
the employees with trophies at a 
ceremony on June 28. 

Durante describes how she turned 
her sedentary lifestyle into an active 
one. “I had shoulder surgery in late 
2015 and was starting to feel de-
pressed about my health. I began with 
simple exercises and started to run 
while recuperating from my surgery,” 
she says. “With the Race the Globe 
challenge, I tried to move as much as 
I could to achieve the most steps. At 
work, while waiting for my patients’ 
arrival and during break times, I took 
a lap within the hospital building.” 

The challenge inspired Laura Grant, 
an associate in the Johns Hopkins 
Health System Business Development 
Office, to start a walking group with 
colleagues. “We’ve set a standing 
time on Tuesdays and Thursdays, and 

anyone who is available is encouraged 
to join,” she says. 

Both Grant and Ashley Fenning, 
a senior associate in the same of-
fice, are wellness champions for the 
Healthy at Hopkins program and have 
organized several initiatives to get 
team members moving. Fenning says, 
“It can be hard to get to 10,000 steps 
in a given day when you’re at the of-
fice, but small things, like parking at 
the back of the lot, taking the stairs 
instead of the elevator and taking 
short walking breaks, can add up.”

Lukish, who also participated in the 
challenge, offered some tips on how 
to fit in more steps during the work-

day, which for her typically involves 
multiple back-to-back meetings. “I 
wear my pedometer to check on my 
steps and try to create opportuni-
ties to make walking part of my day,” 
she says. Taking short walking breaks 
when possible—even just to get 
coffee—and scheduling meetings at 
other people’s offices help her get in 
more steps. 

For help adding in more physical 
activity to your routine, check out the 
“My Exercise” area of the Healthy at 
Hopkins portal, which can be found at 
my.johnshopkins.edu. 
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Trivia Biscoe

evident in her interactions. “Before I step 
into the patient’s room, I evaluate what 
they may be going through,” Biscoe says. 
“I try to put myself in that family’s shoes. 
They may be coming into the hospital for 
the first time, under very stressful 
situations, looking toward an unknown 
diagnosis.”

“Patients and their family members tell 
me that the best patient experience they 

can get is being communicated with, 
understanding what’s going to happen, 
knowing the next steps,” Biscoe says.

Sometimes these families just need 
someone to listen to or to understand 
them with a nonbiased opinion, she says: 
“Families tell me that just having me 
there when they enter the unit releases the 
anxiety.”

Prior to coming to Johns Hopkins a 

year ago, Biscoe worked with people with 
intellectual disabilities for seven years, 
managing homes for people with 
disabilities and operating programs.  

The mother of two boys, ages 17 and 10, 
says that the job has “allowed me to see 
the blessing I have in having healthy 
kids.”

—Janet Anderson

Richard Safeer, Kris Lukish and Redonda Miller 
gave awards to The Johns Hopkins Hospital 
competition winners David Furukawa, Leslie 
O’Connell and Maria Ronces Durante.

The RISE peer responder training team provides 
round-the-clock support through a 24-hour 
hotline. 


