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EPIC CEO, Clarissa Mitchell, shares a few words with our community. Click on the image 
below to hear what she says. 

 

 

 

 

A Special Message from  
EPIC CEO Clarissa Mitchell 
Produced by Clarissa Mitchell 

CEO, Clarissa Mitchell evolved and started her career in the disability industry. Clarissa is a product of college recruiting when she 

took a live-in position as a Direct Support Professional (DSP). It was through this experience that she developed a love for what has 

now turned into a thirty plus year career where she has a passion for supporting and advocating for people with developmental 

and intellectual disabilities. Clarissa was a member of the first inaugural class of the Non-Profit Roundtable Future Executive Direc-

tors and completed the National Leadership Consortium Institute on Developmental Disabilities.   

https://www.youtube.com/watch?v=FAN9ac1SUN4
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According to the National Institute on Aging at NIH, aging is as-

sociated with changes in dynamic biological, physiological, envi-

ronmental, psychological, behavioral, and social processes.  As 

much as we may not want to believe or accept it; each day a 

person goes through some sort of change which is directly asso-

ciated with the aging process. The aging process does not start 

when a person becomes older, rather it begins at birth. That 

said, society generally references the aging process when a per-

son becomes old and age-related changes become apparent 

(e.g., declines in bodily functions, senses, and daily activities, et 

cetera).  

 

Although there is no single way to explain aging, many studies 

have shown that the rate of aging can be affected by diet and 

lifestyle. According to an article published by Carolyn C. Tinglin, 

MSc, RN, in Today’s Geriatric Medicine magazine entitled, Adults 

with Intellectual and Developmental Disabilities: A Unique Popu-

lation, “Older adults with intellectual and developmental disabil-

ities can present clinicians with unique challenges related to 

appropriate assessment and treatment. Providers need to devel-

op the skills and sensitivity necessary to effectively treat these 

patients.” I suggest that not only clinicians and providers, but all 

staff and family caregivers need to develop the skills and sensi-

tivity necessary to effectively support these aging individuals.  

 

Like the rest of the global population, adults with intellectual 

challenges and developmental disabilities are now living longer,  

 

 

healthier, and more meaningful lives. Tinglin reports, “Within 

the past seven years, advancements in medicine and public poli-

cy changes, along with a societal push for inclusion, have provid-

ed physicians with an opportunity to play a pivotal role in pro-

moting, managing, and delivering care that supports a high qual-

ity of life for older adults with intellectual and developmental 

disabilities (I/DD). The number of adults with I/DD aged 60 and 

older is projected to nearly double from 641,860 in 2000 to 1.2 

million by 2030.”  

  

As individuals with intellectual challenges and developmental 

disabilities are living longer, we must become more educated on 

the characteristics, common health and social issues of this pop-

ulation. We must be familiar with what it means to be older as 

well as being older with intellectual and developmental disabili-

ties.  When planning future services for those we support, we 

must ask the hard questions and develop and implement solu-

tions that cater to the unique needs of this population. What 

does a meaningful day look like for an older adult with  

intellectual challenges? What does full community participation 

mean to an older adult with intellectual challenges?  What activ-

ities should be planned?   

 

EPIC’s Group Supports staff meets these challenges head-on 

every-day as the individuals we support get older. Ultimately, 

we learn from them what they consider to be living meaningfully 

at every stage of their lives.  

Valdes J. Snipes-Bennett, PhD, MPA, MDiv., Director of Group Support Services, began her work at EPIC in 

December 2017. Valdes has earned a bachelor's degree in Gerontology, Master degrees in Public Administra-

tion and Divinity (MPA, MDiv) and a PhD in Organizational Management specializing in Leadership.   

 Seniors with Intellectual and Developmental Disabilities  
 By Valdes Snipes-Bennett, PhD, MPA, MDiv.   
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Click on the image below to hear what EPIC Program Manager, Oladunni Agboola, has to 

say about growing professionally within the organization. 

 

Nadine Bartholomew, MBA, is the Marketing Director for EPIC. Nadine has over 18 years of experi-

ence leading community outreach, cause marketing, and corporate communication efforts at both 

non-profit and for-profit organizations in the Baltimore-Washington metropolitan area. 

https://www.youtube.com/watch?v=a1OklUVwg6E
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 The Importance of Customer Service 
  By David Luong, SPHR 

As many of you know, I recently visited Houston, Texas for a family vacation. Overall, my family and I had a great 

time in the city. However, certain poor customer service we received made our trip unnecessarily difficult.  

 

It all started at the hotel where we stayed. Due to a flight delay, I got to the hotel much later than anticipated. Up-

on arrival I was told that the room I reserved online was no longer available. Just imagine, it was the middle of the 

night, my wife, 7 year old son, and I were all exhausted from a day of travel delays and instead of showing concern 

for our situation, the hotel staff was only interested in selling us an overpriced hotel room. The reception clerk just 

kept saying that the room I booked was not available at the price I reserved, and that I had to take a smaller room 

at a higher price.  

 

The next experience occurred at the car rental company where I reserved a vehicle for our week-long stay. Once 

there I was told that the car I reserved in advance online was not available at the location and my only option was 

to take another vehicle for an extra $45 per day cost. Again, the staff at the rental company did not show any con-

cern for the company’s error, they did not try to search another location to see if the car could be brought to us, 

and they did not offer to honor the price quoted on my rental reservation.  

 

Needless to say, as a customer I was frustrated and livid at the lack of service I received from both the hotel and 

the car rental company. I was especially disappointed by the fact that their staff did not offer to make amends for 

the inconvenience their errors caused me. There were no offers of alternative accommodation or gestures of assis-

tance for the ordeal I had to go through. This lack of customer-care and failure to follow up made my trip less than 

a pleasant experience.  

 

Given a choice, I will never use that car rental company or stay at that hotel chain again. That being said, this expe-

rience reminded me of how important customer service is and the effect bad customer service can have on the 

bottom line.  
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Customer service isn’t just about being courteous– it is a vital element of business operations that can impact the 

bottom line and affect how a business is viewed in the public eye. Several companies have been in the news of 

late, finding themselves in the spotlight due to poor customer service policies. The good news is that it is relatively 

simple to implement a customer service improvement plan that keeps the company and their customers in focus. 

 

We must first identify who our customers are. For Human Resources  (HR) and Management professionals, our 

customers are all of the people who are employed by the company we work for. For the Human Services sector, 

good employee/customer service is at the heart of our business of providing quality care to the people we sup-

port.  

 

Although providing exceptional customer service can involve extra resources, such as time, effort, and finance, 

when it’s done right, it will enable the organization to grow, provide great employer branding and help achieve the 

bottom line. Exceptional employee service is important as it can help businesses to increase employee loyalty, 

which can increase engagement, reduce turn-over, and save money by reducing recruitment costs. Making sure 

that employees feel valued and respected is the HR department’s primary goal.  

 

Taking this logic one step further, HR then asks ourselves who are our customers’ customer. In other words, who 

are the customers of our Direct Support Professionals (DSP)?  

 

Our staff’s customers are the people we provide services to within our programs. Before we can provide that great 

customer service, we must first understand the needs and wants of those customers. The people we support and 

their families trust EPIC to provide exceptional care, and we should do just that.  

 

First, we must treat the people we serve with respect. The golden rule of treating people the way we would want 

to be treated in similar circumstances should be top of mind for our staff. We need to have empathy, to put our-

selves in their place, and see things from their point of view. We must think about their needs, both emotional as 

well as physical. 

 

We also need to listen carefully to the people we support, giving them our full attention and showing them that 

we care about what they have to say. We must follow through on the promises we make to the people we support 

that their health, safety, and well-being come first. 

 

EPIC would not be here without the adults with intellectual and developmental disabilities that we support. They 

are our business, they are our customers, and they are our neighbors. They deserve the best customer service we 

can provide. I strongly encourage all staff to go the extra mile needed to provide exceptional care to the persons 

served within your programs. That is our ultimate goal.  

David Luong, SPHR, Director of Human Resources (HR) for EPIC, is a passionate HR professional with 

over 10 years of non-profit experience. He enjoys providing HR solutions by helping to build HR infrastruc-

ture through technology, compliance, and people. David also enjoys mentoring up-and-coming HR profes-

sionals where he shares his knowledge and passion for HR. 
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Kierstyn Can Do It All 
By Nadine Bartholomew, MBA 
 

Kierstyn Jones received the 2018 EPIC Care Award 

for her outstanding job performance and dedication 

to the people she supports. In her role as Team 

Leader for EPIC’s Day Supports program, Kierstyn 

leads 15 Direct Support Professionals (DSPs) and is 

indirectly responsible for 30 adults with intellectual 

and developmental disabilities (IDD).  

Starting her career in the human services sector as a 

Direct Support Professional (DSP) at a local sister 

agency, Kierstyn came to EPIC seeking more respon-

sibility and control of her career. “Kierstyn started 

working for EPIC in 2017, and has always been 

someone we can count on to get the job done. She 

goes above and beyond to ensure that the people 

we support have everything they need. I can count 

on her whenever I need an extra hand whether it is 

to cover for another staff member who calls out sick 

Nadine Bartholomew, MBA, is the Marketing Director for EPIC. Nadine has over 18 years of experi-

ence leading community outreach, cause marketing, and corporate communication efforts at both 

non-profit and for-profit organizations in the Baltimore-Washington metropolitan area. 

or to take our vehicles to the carwash for detailing,” said Malika Watkins, Program Manager for EPIC’s Day 

Supports Program. 

Few people know that Kierstyn is also a dancer. She has been dancing since she was three years old and now 

she teaches Hip Hop, Tap, and Jazz classes to the 6 year old to 14 year old students at Jeanette’s School of 

Dance in Glen Burnie, Maryland. “Dancing is my passion,” said Kierstyn. “I enjoy teaching my students new 

and challenging dance moves. I love to see the confidence that comes when my students master new skills. 

The experiences I have from teaching dance also influences the way I work at EPIC. I find that using the same 

level of professionalism and patience also helps me to support adults with IDD.” 

Dance requires mental, physical, emotional, and social skills. It is a multi-tasking activity which can improve 

cognitive function and overall health. Is it a surprise then that Kierstyn has built on her experiences with 

dance to be successful in maximizing the independence of adults with intellectual challenges here at EPIC? 

We certainly are not surprised that she excels at both.  
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A donation to EPIC goes a long way in supporting individuals with 

intellectual challenges. Your generosity makes it possible for our individuals to achieve their maximum 

potential providing them with the opportunity to live a meaningful, quality life. Please use the QR code 

below to make your online donation today.  Thank You! 

 

 

 

 

   

 

https://epic-smvi.org/donate/ 

 

 

EPIC is also eligible to receive your workplace-designated gift. This is a convenient way  

for you to support our work. Donors can give a lump sum gift or designate an amount  

to be contributed from their paychecks. Please support us through The United Way of the  

National Capital Area or Combined Federal Campaign. 

 

United Way NCA Designation Code: 9111 

Combined Federal Campaign Number (CFC): 23628 

https://epic-smvi.org/donate/

