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Medical appointments can be confusing and scary, 

especially if you go alone. The Jewish Family Services Partners in Care 
Concierge (PiCC) program is a medical appointment accompaniment program 
that can provide help and support for older adults in the complicated world of 
health care. 
 

Partners in Care Concierge volunteers assist older adults in preparing for 
medical appointments, as well as improve communication between the older 
adult and their physician during the appointment. Participants in this program 
need not have their own transportation; JFS’ Transportation Services have joined 
forces with Partners in Care Concierge™ to ensure that both volunteer and client 
are safely transported to the appointment, and home again. 
 

Partners in Care Concierge Volunteers: 
 Meet with you prior to appointments to review your concerns, medications 

and medical history 

 Accompany you to medical appointments or elective procedures 

 Facilitate communication between you and the physician, making sure 
your concerns are expressed and that you understand the information the 
physician shares with you 

 Review the physician’s instructions with you, make sure you know to 
schedule any follow-up appointments or purchase any required 
medications 

 Ensure you understand your treatment plan 

 Provide a complete written record of what transpired at the appointment for 
you to keep and share with your caregiver, family or friends 

 Provide continued emotional support and companionship 

 
Partners in Care Concierge Volunteers are highly-qualified adults with 

training that includes common age-related health issues, knowledge of how to 

access resources within medical institutions, education regarding accessing 

resources within medical agencies, confidentiality and ethics. 

 
The Result? 
Participants in PiCC are more compliant with their health care; and both patients 
and medical professionals benefit from more productive interactions. Family 
members and other caregivers enjoy relief and reassurance, knowing that JFS is 
looking after their loved ones and is providing the support services that have 
been relied upon by clients for 20 years.  

http://jfsannarbor.org/services/transportation/


 
Reviews 
 
 

“I find this program is a good fit for me because it uses the skills that I developed while I was a 
practicing RN. It is a way for me to contribute to the community I live in, and I also get to meet 
some very nice and interesting people. Now that I am retired, I love to travel and visit friends 
and family who do not live nearby. This means I cannot make a weekly commitment to a 
volunteer job. The Partners in Care Concierge program allows me to volunteer for appointments 
on my own schedule. I feel I get more out of this program than those that I ‘help.’ ” 

Val R., Volunteer 
 

“Volunteering in this program is an extremely rewarding and enriching experience. I love getting 
to know clients and learning their life stories. It is an honor to be entrusted to accompany and 
assist clients at their medical appointments. As a health care professional myself, I know both 
personally and professionally how valuable it is to have a health care advocate present at 
appointments. I have consistently found that medical professionals respect and value the 
presence of the Patient Partner.” 

Patty B., Volunteer 
 

“I love working with the clients. I am committed to one particular patient who has had many 
appointments, sometimes as many as 3 in a week. The difference in this patient, with the help 
from the medical community, is totally immeasurable. I find the program to be very rewarding for 
both the patient and myself.” 

Betsy M., Volunteer  
 

“Being a PiCC volunteer is a wonderful experience. You really see the value in the program and 
the volunteer opportunity when you introduce yourself to the doctors and nurses and their eyes 
light up and they say things like, ‘Wow, what a great idea – we really need more people like 
you’. Plus it feels good to be able to support the patient in what can be a stressful time of need. 
Having another set of eyes and ears helps the patient and the health personnel not only in the 
doctor’s office but also in the pre and post appointment stage. During check-out, the 
receptionist, who was in a rush, was going to schedule the patient’s follow-up appointment 
across town rather than at the office down the street from the patient’s home. The patient didn’t 
catch it. However, I did and the correction was made. It doesn’t seem like much but the patient 
was very appreciative. Oversights like this happen all the time with older adult patients and 
that’s where PiCC comes in.” 

Jim D., Volunteer 
 
“I’m 86 years old, and I don’t feel safe going to appointments alone any longer. Having someone 
with me feels good.” 

H.R., Client 
 
“Even though in my ‘regular’ life I’m able to remember things well, in the middle of the medical 
crisis I was in physical discomfort and felt anxious about my condition…enough so that I 
couldn’t recall what each doctor I met said…and there were so many doctors, from so many 
specialties, I could hardly keep track! I found myself unable to clearly explain my prior medical 
conditions.  I was so grateful to have someone…to serve as an interpreter between my doctors 
and myself and make sure that each doctor’s instructions were well-recorded so I could 
remember them later.”  

Sid L., Client  
 



http://www.annarbor.com/health/everything-elderly---visiting-loved-ones-in-care-facilities-jewish-family-services/ 

 



http://www.annarbor.com/health/everything-elderly---jewish-family-services-and-veterans-benefits-for-seniors/ 

 



http://www.abecssbr.com/columns/08/2012/social-entrepreneurship-is-revitalizing-the-third-sector/ 

 



http://www.abecssbr.com/columns/12/2012/partners-in-care-concierge-program-provides-accompaniment-to-medical-appointments/ 

 
 



 

http://www.examiner.com/article/patient-partners-program-assists-seniors-with-medical-appointments 

 



http://www.mlive.com/news/ann-arbor/index.ssf/2009/06/new_patient_partners_program_p.html 

 

 



 

Helping Seniors at Medical Appointments 

By Kyle Norris (2010-01-25) 

ANN ARBOR, MI (Michigan Radio) – They are serious about paperwork at Jewish Family Services of Washtenaw 

County. At a morning meeting, staff and volunteers are reviewing pages and pages of the stuff. The papers are color-

coated and studded with sticky notes pointing out places to sign. 

Deborah Renner is director of volunteer service and community outreach at Jewish Family Services, or JFS for short. 

She’s helping volunteers go through a stack of paperwork, as part of a new program created by JFS. The people who 

made this program feel that all this paperwork makes their program effective and unique. 

The program is Patient Partners. It trains volunteers to accompany senior citizens to their medical appointments. And 

the volunteers’ job is to help the senior communicate clearly with the doctor. Volunteers then document the 

conversation on a series of forms, aka all that paperwork. 

Now there are plenty of programs that help transport seniors to their medical appointments. In this case JFS arranges 

transportation, and sometimes the volunteer rides along with the senior. But transportation is not the volunteer’s 

responsibility. The volunteers’ gig here is all about helping seniors communicate clearly. 

Morris is a senior who uses the Patient Partner program. He asked that his last name not be used in this story. 

Morris says before Patient Partners he wasn’t having very good experiences at his medical appointments, in part 

because his handwriting had declined and he found it harder to take notes. Originally he was bringing a friend along 

with him to his appointments to take notes. 

“But the friend wasn’t prepared to do this in a systematic way,” he says, “and for example would present me 

afterwards with a set of notes that I couldn’t make sense of and after all my friend couldn’t either.” 

But Patient Partners solves that problem, in part with all its rigorous paperwork. 

Abbie Lawrence-Jacobson is the director of Older Adult Services at JFS. And she created the Patient Partners 

program. She explains that the volunteer and senior usually meet a few days before the appointment to fill out 

paperwork. Together they answer questions like 



“Are you in any pain and how much is it interfering with your ability to do things you enjoy? What are specific reasons 

you’re going to this doctor’s appointment?” says Lawrence-Jacobson. “Sometimes our older adult clients aren’t even 

entirely sure, it might be a follow-up from something in the past or a family member scheduled it for them.” 

In order to become a volunteer, people go through fifteen hours of training. Volunteer Patty Benson says a lot of 

territory is covered during that time. 

“And they cover in the orientation the sorts of things that you might encounter in a visit: common medical conditions, 

medical lingo, and a variety of issues related to aging, memory, or cognitive deficits.” 

During the training they also role-play potential scenarios that could happen between the patient, volunteer, and 

doctor. Lawrence-Jacobson says they learned something important from role playing, which was how easy it is for a 

volunteer to slip into what she calls the supportive friend mode. 

“And when a doctor says I recommend having this test or procedure’ and the older adult on the van ride home 

afterwards says what do you think? I’ve never heard of that procedure do you know anything about it?’ It’s easy for a 

volunteer to say yeah my cousin had that and it worked out great.’” 

Lawrence-Jacobson says they want to steer clear of having their volunteers give anything that could be construed as 

medical advice, in part for legal purposes. But also because that’s not what this program is about. 

Morris, the senior who uses the program, says working with the volunteer helps him prepare for the appointment, ask 

effective questions, and helps with follow-up, like getting prescriptions filled. Overall, he rates the experience highly. 

“I would say extremely valuable otherwise I’d be having medical appointments that didn’t improve my condition” 

Lawrence-Jacobson says this model has a lot of potential. It’s her dream to see it recreated in different situations like 

with immigrants or seniors who find themselves alone in the emergency room. 

The Patient Partner program is available to any senior living in Washtenaw County. It costs a senior about $20 for the 

service. But JFS says they work on a sliding scale and no one is turned away because of inability to pay. 

 



 

http://www.nj.com/mercer/index.ssf/2012/07/new_program_out_of_princeton_l.html 

 



 

 

 

Program Directors: 

 

  

Diane Fenske, LMSW 
Diane Fenske joined JFS in 2012, to coordinate services for 
older adults. Diane has an extensive background in healthcare 
social work, having been a manager at St. Joseph Mercy Health 
System, Chelsea Community Hospital and St. John Hospital in 
Detroit. Diane brings her experiences to the Partners in Care 
Concierge Program, Volunteers, and services to older adults in 
general. Diane has a passion for teaching and training – she 
was adjunct faculty at Concordia University in Ann Arbor for 
nine years, and has engaged in employee training and 
education projects for over twenty years. Diane received her 
MSW from Wayne State University and an undergraduate 

degree in social work from Eastern Michigan University.  
 
 

 

 

Sarah Okin, MBA 
After spending almost a decade away from Ann Arbor, Sarah 
has returned to the Great Lake State to join JFS as the Director 
of The Herb Amster Center. Prior to her joining JFS, Sarah 
lived in London, where she successfully started up two 
companies in digital marketing and led them into profitability. 
Preceding her experience over the pond, Sarah lived in New 
York where she worked in finance for management consulting 
firm Personnel Decisions International and in marketing for 
Hadassah, Inc. Sarah holds a BBA with a specialty in Marketing 
and Spanish from Eastern Michigan University as well as an 
MBA, with a specialty in International Business, from the 

European Business School London at Regent’s College. 
 
 

 



 

www.amstercenter.org 

The Herb Amster Center Professional Advisory Council 
 
Norman Herbert, Chair 
Norman is a director and treasurer at Washtenaw Community College Foundation, retired Associate Vice 
President and Treasurer, University of Michigan where he also served as Director of Investments. He is treasurer 
and director of the Washtenaw Housing Alliance and also continues to be involved with University Musical 
Society, Washtenaw Health Initiative, and the Ann Arbor Area Community Foundation. Norman is a graduate of 
Earlham College, and currently serves as director and chair of the Earlham Foundation Board. 
 
Anya Abramzon 
Anya has been Executive Director of Jewish Family Services of Ann Arbor since 1997 and has been instrumental 
in transforming the agency from a department of the Jewish Federation of Greater Ann Arbor with a budget of 
$35,000 annually to an independent, CARF-accredited agency with 35 employees and an annual budget of $1.3 
million. Prior to JFS, Anya worked as a Building Administrator for the Jewish Federation Apartments and Services 
in Oak Park, Michigan and participated in the establishment of JCare, a home care service for senior adults for 
the Jewish Federation Apartments and Services. Anya holds a Master’s degree from the University of Michigan 
School of Social Work and a certificate in Jewish Communal Work from the Sol Drachler Program. 
  
David Barfield 
David is CEO and Chairman of Bartech Group Inc., a human resources and staffing service company based out of 
Livonia, Michigan. David began his career with Xerox Corporation, where he worked as an account executive 
serving high-volume customers in the Washington, D.C., market. Recognized in 2003 as one of Crain’s Detroit 
Business “40 under 40,” David is a frequent speaker at industry events and Fortune 1000 corporate forums on 
talent management and supply chain strategies. David serves as a member of Business Leaders for Michigan, a 
business roundtable that includes the top 80 corporate executives in Michigan. David earned a Bachelor of Arts 
degree from Georgetown University and a Master of Business Administration degree from the University of 
Michigan School of Business. 
 
F. Scott Kellman 
F. Scott Kellman currently serves as Chairman and President of American Eagle Lifecare Corporation, a not-for-
profit provider of senior living services. A veteran of the healthcare industry with 27 years of experience 
deploying capital in healthcare real estate, Mr. Kellman previously served as the Chief Executive Officer of Care 
Investment Trust (NYSE: CRE) and Managing Director and Head of Real Estate with CIT Healthcare (NYSE: CIT). 
Mr. Kellman served as Senior Vice President at Healthcare Property Investors, Inc. (NYSE: HCP) where he headed 
HCP’s business development activities. He was previously Senior Vice President and Treasurer of Tenet 
Healthcare Corporation (NYSE: THC) where he managed Tenet's real estate and oversaw the company's 
corporate finance and cash management functions. Mr. Kellman was Chief Operating Officer of Omega 
Healthcare Investors, Inc. (NYSE: OHI) where he acquired healthcare real estate. Prior to joining Omega, he 
founded and operated Medical REIT, which merged with Omega Healthcare. Mr. Kellman received an AB in 
political science with high distinction, as well as a JD, from the University of Michigan. 
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Steve Klein 
Steve is immediate past Chair of the Board of Directors for Recycle Ann Arbor and an active member of 
Performance Network's Board of Directors. He also serves as President and CEO as well as owner of Huron River 
Press, an Ann Arbor based book publisher. He previously spent many years at the Chrysler Corporation and as 
owner of his own consulting company, working with emerging companies by aiding in fundraising, as well as 
restructuring and reorganization of businesses. He has served in many positions throughout his career including 
key leadership roles in finance, operations, marketing, and general management. 
 
Judie Lax 
For the last 40 years, Judie has been an active volunteer in many local organizations and is currently working 
with the University of Michigan Wallenberg Executive Committee, Arbor Hospice, and Temple Beth Emeth. 
Additionally, she does consulting work with local non-profit organizations.  Judie, who holds BA and MA degrees 
from the University of Michigan in special education, taught at the University of Michigan's Children's Psychiatric 
Hospital. She has also worked in development at the University of Michigan, Washtenaw Community College, 
and was Director of the Jewish Community Foundation of Washtenaw County.  
 
Bruce Moyer 
Bruce is the Vice President of Marketing at GPX Software, LLC. Bruce is a past president of the Detroit Marketing 
Association of Detroit and currently serves as treasurer. He has served on many boards in the area and currently 
sits on the JCC board. Previously, he served as VP Administration on the TBE Board, as well as served for 12 years 
on the Ann Arbor Summer Festival Board where he spent time chairing the marketing committee. Bruce 
graduated from the University of Michigan with both a BA in Psychology as well as a MBA with a concentration 
in Marketing from the Stephen M. Ross School of Business.  
 
Chuck Newman 
Chuck is a founder and Chairman of the Board of STKR.IT, a company that empowers consumers to attach digital 
media to their everyday world. Previously he founded and was the CEO of ReCellular, Inc. a cell phone 
recycler.  He is a past president of the Michigan Jewish Conference and a former member of the executive 
committee of the Alumni Association of the University of Michigan, where he received his Bachelor’s and 
Master’s degrees. Chuck has been an entrepreneur since starting his first company while an undergraduate at 
the University of Michigan in 1961. Along with his wife, Sharon, he established the Jewish Community Center of 
Ann Arbor. He was a principal of the Newman Computer Group, a founder and director of the Bank of Ann Arbor 
and a director of Gelman Science. He is also a director of EMU Hillel, the International Myeloma Foundation, the 
Washtenaw County Habitat for Humanity, and is co-founder, director and past president of the Michigan Israel 
Business Bridge.  He is also a member and past Chairman of the Board of Directors of Hillel International.  
 
Ed Pear 
Ed is an attorney at Pear Sperling Eggan & Daniels P.C., where he specializes in business matters, real estate, and 
estate planning. He was previously an instructor of business law at Cleary College and is a former Ann Arbor City 
Attorney. Ed graduated from the University of Michigan with a BA degree, and from Wayne State University Law 
School with a JD. He previously served as a member of the Ann Arbor Jewish Federation Board, Temple Beth 
Emeth Board of Directors, as well as the EMU Hillel Board.   
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Josh Pokempner 
Joshua Pokempner is a recovering Architect and a founder of Architects Four where he worked until launching a 
series of award winning consumer product companies. With a dedication to products that are clever, innovative 
and fun, Giddy Up!, Color Loco, Flying Colors Toys and Colorbok Paper Products, where founded and eventually 
successfully sold. The companies serve the mass and specialty stationery, children’s toys and publishing markets. 
Currently Josh is working with several community non profits as well as launching a new venture that focuses on 
children’s obesity and getting kids to eat healthy. 
 
Tom Porter 
Tom is an established venture philanthropist. He is Executive in Residence at the Zell Lurie Institute of 
Entrepreneurship at the Ross School and director of the student managed Frankel Fund. Tom also was a Co-
Founder and Partner of EDF Ventures.  He serves on the Board of many organizations including the University of 
Michigan Technology Transfer National Board of Advisors, DePauw University Board of Visitors, as well as sits on 
the Board of Trustees of the Council of Michigan Foundations. Tom graduated from DePauw University with a 
BA degree and from the University of Michigan Stephen M. Ross School of Business with a MBA.  
 
Ex officio: Elina Zilberberg (Associate Director, JFS); Phyllis Herzig (President, JFS Board of Directors); Bob Miller 
(President-elect, JFS Board of Directors) 
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Diane Fenske 
Geriatric Services Coordinator 
diane@jfsannarbor.org 
 
 
Sarah Okin 
Director, The Herb Amster Center 
sarah.okin@jfsannarbor.org 
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