
one morning before  her rounds in 
the Department of Medicine, Tiffany 
Stokes, a patient experience concierge at 
The Johns Hopkins Hospital, stopped to 
buy flowers for someone she had gotten 
to know well. “I have a patient who 
has been here since July,” Stokes says. 
“Today is his birthday.” 

Acknowledging a patient’s birthday is 
more than good manners; it is thera-
peutic, says Stokes, one of three patient 
experience concierges assigned to the 
Medicine, Oncology and Emergency 
departments. It “is significant to his 
overall healing. I’m someone who sees 
him as a whole person, who makes sure 
his human needs are met—not just his 
medical needs.” The patient’s family 
members were not at his bedside that 
day but were pleased to know he didn’t 
spend his birthday alone.

Stokes and the other concierges, Josh 
Alperstein and Kate Pisano, were tapped 
by the Department of Service Excel-
lence to become troubleshooters on the 

front lines of care at The Johns Hopkins 
Hospital. Since March, the trio has 
helped patients become acclimated to 
the hospital, responding to their needs 
and complaints as they arise. Their du-
ties can range from providing an extra 
blanket to asking a physician to explain 
a diagnosis in layman’s terms. All are 
“warm and empathetic, and problem-
solvers,” says Lisa Allen, chief patient 
experience officer for Johns Hopkins 
Medicine. 

The patient experience concierge 
program launched in departments 
where scores on the Hospital Consumer 
Assessment of Healthcare Providers and 
Systems (HCAHPS) inpatient survey 
need the most improvement. In the 
Emergency Department, “we’re dealing 
with an eight- to 12-hour wait to get to a 
gurney,” says Alperstein, previously an as-
sessment specialist at the Johns Hopkins 
Broadway Center for Addiction. Add to 

the dust has settled and the con-
struction zone signs are coming down, 
marking the end of The Johns Hopkins 
Hospital’s 2006 redevelopment plan 
and the reopening of the Meyer Build-
ing. Renovations to the Meyer Building 
that began in spring 2014 will finally be 
unveiled this month. The project features 
a state-of-the-art redesign for the De-
partment of Medicine on Meyer 8 and 
9, updates to the departments of Physi-
cal Medicine and Rehabilitation and of 
Psychiatry and Behavioral Sciences on 
Meyer 7, and improvements to public 
areas on the main level.

The renovation project’s overall goal 
was to upgrade the hospital to all-private 
inpatient medical-surgical rooms. The 
10-year campus redevelopment project 
included the opening of The Charlotte 
R. Bloomberg Children’s Center and 
Sheikh Zayed Tower in 2012, and the 
renovation of the Nelson/Harvey Build-
ing in 2014. The redesign extends the 
look and feel of the Zayed/Bloomberg 
buildings to the patient rooms, patient 
services and public space in the Meyer 
Building.
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WHAT’S HAPPENING? 

PEOPLE

this month, a new security team  
will arrive on the East Baltimore 
campus. Dexo, a Dutch Shepherd, 
and Bax, a German Shepherd, are 
the first members of the Johns 
Hopkins Corporate Security Canine 
Program. Fresh from an 80-day 
training program in North Carolina, 
the canines and their handlers will 
spend their first weeks at The Johns 
Hopkins Hospital and the surround-
ing campus adjusting to their new 
home. Then, early next year, it’s 
“paws on the ground.”

The canines, selected for their 
obedience, work ethic and socia-
bility, will serve as a “deterrent” 
to crime and additionally be used 
to detect explosives in suspicious 
packages. The canine teams are 
assigned to Corporate Security’s 
special response unit, which re-
sponds to disruptive and aggressive 

Meet Dexo  
and Bax 

Johns Hopkins Corporate Security 
Launches a Canine Program
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Seeing the Whole Person
Patient Experience Concierges Listen, Advocate and Solve Problems
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End of Construction:  
The Meyer Building Reopens 

All aboard for 
Snowflake Station!  

Donate to the Johns Hopkins 
Children’s Center gift drive.  

For more information,  
call 410-955-6276.

Patient experience concierges Josh Alperstein, Kate 
Pisano and Tiffany Stokes use problem-solving skills 
and empathy to assist patients in the Medicine, 
Oncology and Emergency departments.

A patient isolation room on 
Meyer 9 extends the look 
and feel of state-of-the-art 
patient rooms within The 
Charlotte R. Bloomberg 
Children’s Center and 
Sheikh Zayed Tower.

PATIENT- AND FAMILY-CENTERED CARE
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Tips for 
improving 
the quality of 
patients’  
hospital stay:
•  Be present with the person in 

front of you. Don’t look at your 
handheld.

•  Listen carefully to patients and 
their advocates. 

•  Acknowledge and apologize for 
delays or problems in the care 
continuum.

•  Remember that patients may be 
scared and anxious. Do every-
thing you can to reduce their 
stress. Acknowledge call bells. 
Assist lost patients and visitors.

•  Remember our core values: Be a 
role model, be the best, be kind, 
be open.  

                              –Lisa Allen
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Noteworthy 
Information 
and Events

Snowflake Station
All aboard for Snowflake 
Station, the Johns 
Hopkins Children’s 
Center’s sixth annual toy 
and gift drive for patients 
and families who spend Christmas 
in the hospital. It’s a way for children 
to shop for their parents and siblings 
and for parents to shop for their 
child. All gifts are free.  

You can help by donating new 
items from our holiday wish lists: 
bit.ly/snowflakestation.

Items must be new and unwrapped. 
They should be delivered to The 
Charlotte R. Bloomberg Children’s 
Center building before 5 p.m. on 
Thursday, Dec. 15. Call ahead of 
time to set up a gift delivery: 
410-955-6276. 

Be a Mentor
The P-TECH program at Dunbar 
High School seeks mentors for 50 
ninth graders for this school year. 
P-TECH—Pathways in 
Technology Early College High 
School—creates a school-to-
industry pipeline for students in 
science, technology, engineering 
and mathematics fields. P-TECH 
students simultaneously pursue a 
high school diploma and an 
associate’s degree in health sciences. 
Mentors meet with students a 
minimum of three to four times a 
year but are welcome to connect 
more frequently. Weekly 
communication by phone, email or 
text is also encouraged. 

For more information, contact 
Craig Spilman at cspilman@jhu.edu.

 

Smoking Cessation
Make a lifesaving New Year’s 
resolution. Enroll in Freedom from 
Smoking, a program developed by 
the American Lung Association. 
The eight-session clinic is designed 
to help smokers quit, fight the 
addiction and develop a smoke-free 
lifestyle. 

The program is free and takes 
place 6 to 7:30 p.m. Tuesdays in 
Phipps 140 from Jan. 10 through 
Feb. 21. It is open to Johns 
Hopkins Health System and Johns 
Hopkins Hospital employees. 
Registration is required. To register 
or for questions, email Laura Hale 
at lhale@lunginfo.org. Find more 
information at bit.ly/smokingcease.

Town Meeting 
The next Johns Hopkins Medicine 
Town Meeting, on patient- and 
family-centered care, takes place 
noon to 1 p.m. on Tuesday,  
Dec. 13, in Hurd Hall. Hear an 
update on the Strategic Plan from 
leadership and a panel discussion on 
health care equity, the patient 
experience and patient scores. A 
Q-and-A session follows. You may 
also view the meeting live online or 
later through an on-demand replay. 
The link will be shared later in the 
Inside Hopkins newsletter.

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 Shapiro, editor,  
sshapi21@jhmi.edu, for consideration. Upcoming publication dates are Dec. 22 (Johns Hopkins Medicine Clinical Awards 
issue) and Jan. 5 (Martin Luther King Jr. commemoration issue).
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that a daunting variety of patients, from 
“gunshot victims to the man from out of 
town dying from cancer to the lady from 
down the street who hasn’t managed her 
diabetes well,” and it’s easy to see why 
tempers flare and complaints multiply.    

When patients don’t know what 
to expect, anxiety and stress readily 
escalate, Allen says. “One of the things 
the concierges do is help keep patients 
informed and tell them what’s going to 
happen next.” 

To restore disgruntled Emergency 
Department patients’ faith in their care 
teams, Alperstein listens to her concerns, 
apologizes for not being able to address 
their needs as promptly as they wish and 

explains what to expect while waiting 
for a hospital bed.   

During her previous years as clinical 
customer service coordinator in Bloom-
berg 9 South, Stokes learned an invalu-
able lesson. “Patients don’t get very long 
to speak,” she says. “When I first meet 
a patient, I always ask first if I can sit 
down, even if I don’t have long to stay. 
Then, after explaining my role, I atten-
tively listen, allowing the patient time to 
express her needs and concerns.” 

Shortly after the concierge program 
launched, patient experience improved 
for patients admitted through the Emer-
gency Department; HCAHPS scores  
reflected this. Then, the experience 

scores temporarily dipped during  
implementation of the Epic electronic 
medical records system, when staff 
members were preoccupied with their 
computer screens and system bugs 
slowed down processes, such as care 
transitions and medication delivery. 
Overall, the concierge program has 
buoyed patient experience at the hospi-
tal. Take this compliment, for example, 
from the sister of a patient assisted by 
Alperstein: “He was a great listener, 
professional and trustworthy.” 

–Stephanie Shapiro

Patient Experience Concierges 
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Johns Hopkins Canine Program

behavior incidents and investigates 
suspicious packages. 

“It’s another tool in our efforts to 
provide a safe and secure environment 
for everyone who comes to Johns 
Hopkins,” says George Economas,  
senior director of security for The 
Johns Hopkins Hospital. (Corporate 
Security responds to 1,300 calls for  
aggressive behavior annually,  
Economas says.) Dexo and Bax will 
also be on call to bolster security  
at other Johns Hopkins campuses, 
should the need arise. 

Working on overlapping schedules 
seven days a week, Dexo and Bax, 
each about 18 months old, will patrol 
the Johns Hopkins parking garages, 
hospital corridors, Emergency Depart-
ments and other locations throughout 
the East Baltimore campus with their 
handlers, primarily in the evening 
hours. Kept on lead at all times, the 
canines will help to prevent potentially 
volatile confrontations before they 
occur.

Evidence suggests that the canine 
program will be successful, says Lisa 
Allen, chief patient experience officer 
for Johns Hopkins Medicine. “There’s 
definitely data that it does keep things 
calmer. I hope that’s true.” 

The canines’ ability to detect 
explosives will reduce hazards faced 
by security personnel, who take a 
calculated risk when opening suspi-
cious packages, Economas says. “This 

way, we don’t have to open a package. 
The dog can sniff through and quickly 
determine whether there are explo-
sives.” Suspicious packages, ranging 
from a briefcase left by the side of a 
car in the garage to an unidentified 
item on the loading dock, are found 
about once a month, he says. Most of 
these items are left behind innocently 
but still have to be treated with cau-
tion until determined safe. 

Canine security programs are not 
uncommon in health care settings 
across the United States, says Bob 
Wagner, assistant director of Johns 
Hopkins Corporate Security. Balti-
more’s Mercy Medical Center, Med-
Star Union Memorial Hospital and the 
University of Maryland Medical Center 
also have canine security programs. 

Dexo and Bax will live at home 
with their handlers as they become 
an integral part of the  Johns Hopkins 
community.

–Stephanie Shapiro

“Although this was the smallest of the 
three projects, it was the most impact-
ful to the building’s occupants because 
patients and staff members were in por-
tions of the building throughout con-
struction,” says Mary Margaret Jacobs, 
director of patient and visitor services for 
The Johns Hopkins Hospital. “Everyone 
is really looking forward to the  
reopening.”

One of the building’s most notable 
features is all-private rooms for adult 
medical patients, a central objective for 
all of the buildings in the 10-year proj-
ect. For the first time, the palliative care 
program will have a permanent home 
on Meyer 9 alongside general medicine 
beds. The hospitalist unit and a brand-
new electroconvulsive therapy suite will 

treat inpatient and outpatient psychiatric 
patients all in one place on Meyer 7. A 
new gym will also offer state-of-the-art 
patient rehabilitation on Meyer 7.  

Behind-the-scenes but equally im-
portant features include new mechani-
cal and plumbing systems, electrical 
systems, IT infrastructure and upgraded 
elevators. The exterior of the building 
will reflect a new look on the north side 
of the Wolfe Street entrance and the 
Wolfe Street sidewalk. 

Altogether, Meyer 7, 8 and 9 will offer 
46 patient rooms. Meyer 8 and 9 will 
reopen by mid-December and will be 
followed by the rehabilitation service 
move to Meyer 7 in early January. 

“I walked the new space before it even 
had walls, and it was pretty impressive 

then,” says Jacobs. Now, with sparkling 
floors and fresh coats of paint, the 
Meyer Building is nearly ready for its 
new patient and employee occupants.  

Employees who will occupy the new 
space will be scheduled for orientation, 
which will include tours of the units and 
an overview of the new travel routes in 
and around the building. Connecting 
pathways to the Meyer Building will be 
from the Main Loop, second floor and 
basement.  

If you have any questions or  
concerns, please direct them to the 
Campus Redevelopment Committee  
at campusredevelopment2@jhmi.edu. 

—Katelynn Sachs
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