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Patient Rights and Responsibilities

PATIENT RIGHTS- A patient has the right to:

Be treated with courtesy and respect, with appreciation of his or her individual dignity, personal,
cultural, and religious beliefs, and with protection of his or her need for privacy.

Receive care in an environment that respects personal privacy, including during
registration/check-in and in evaluation and treatment areas.

Participate in decisions involving their health care, except when such participation is
contraindicated or otherwise limited by law.

Receive prompt and reasonable response to questions and requests.

Know who is providing medical services and who is responsible for his/her care, including
information about the credentials of health care professionals upon request.

Know what patient support services are available, including language assistance and auxiliary
aids and services for individuals with disabilities.

Receive information in a manner that the patient and/or caregiver understands, taking into
consideration preferred language, literacy level, disability, and communication needs.

Know the organizational rules and regulations apply to his or her conduct.

Receive information from the health care provider concerning their health status, diagnosis,
proposed course of treatment or procedure, the necessity or appropriateness of the proposed
treatment or procedure, reasonable alternatives, material risks and benefits, and anticipated
outcomes, as applicable, in a manner that supports informed decision-making.

Refuse any treatment, procedure, or participation in care to the extent permitted by law and to
be informed of the potential consequences of that refusal.

Participate in the development and implementation of their plan of care and to ask questions
when they do not understand the proposed care or treatment.

Receive information about the availability of PHI's Sliding Fee Discount Program, including
information regarding how to apply for a discount based on income and family size.

Receive information about services provided by the organization, provisions for after-hours and
emergency care, applicable fees for services, and payment policies.

If eligible for Medicare, know, upon request and in advance of treatment, whether the health
care provider or health care facility accepts the Medicare assignment rate.

Receive, upon request, prior to treatment, a reasonable estimate of charges for medical care,
consistent with applicable federal and state requirements.

Receive a copy of a reasonably clear and understandable, itemized bill and, upon request, to
have the charges explained.

Receive impartial access to care and services without discrimination on the basis of race, color,
national origin, age, disability, sex, religion, source of payment, or any other status protected by
applicable federal or state law.

Have their health information, communications, and clinical records treated confidentially and
protected in accordance with applicable federal and state privacy laws and organizational policy.
Access, inspect, or obtain copies of their health information as permitted by applicable federal
and state law.
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Receive appropriate assessment and management of pain consistent with the patient's
condition, needs, and applicable standards of care.

Know if medical treatment is for purposes of experimental research and refuse to participate in
research without compromising access to other appropriate care or services. When participating
in research, the patient has the right to appropriate informed consent and protection of their
rights and welfare.

Provide feedback, whether negative or positive, regarding the service that was received.

Voice complaints or grievances regarding treatment, care, services, or an alleged violation of
their rights and receive information regarding PHI's complaint/grievance process and applicable
external agencies through which a complaint may be filed.

Make a complaint or grievance without retaliation, discrimination, coercion, interference, or
unreasonable interruption of care.

Change providers if other qualified providers are available.

Choose a pharmacy and not be required to use a pharmacy owned, operated, or preferred by
PHI, except when otherwise permitted or required by law or the patient's applicable benefit
plan.

Receive information and an explanation regarding the Patient Centered Medical Home approach
to care.

Obtain information and forms related to Advanced Directives, including living wills and health
care surrogate designations, and to have their Advance Directive honored in accordance with
applicable law and organizational policy.

Receive information regarding how to obtain care after normal business hours and how to
obtain emergency care.

Receive information regarding how to access medical care 24 hours per day, seven days per
week, including information regarding on-call coverage.

Have a parent, legal guardian, health care surrogate, authorized representative, or other
individual participate in care and decision-making when authorized by the patient or permitted
or required by law.

Receive information regarding care and services in a manner that promotes patient
understanding, involvement, and shared decision-making.

PATIENT RESPONSIBILITIES- A patient is responsible for:

e Providing complete and accurate information, to the best of their ability, about their health to
the health care provider. Information includes medications taken, including over-the-counter
products and dietary supplements, allergies, sensitivities, present complaints, past illnesses,
hospitalizations, treatments, changes in health status, and other matters relevant to their care.
Reporting unexpected changes in his or her condition to the health care provider.

Reporting to the health care provider whether he or she comprehends a contemplated course of
action and what is expected of him/her and asking questions when information, instructions, or
the treatment plan is not understood.

Following the agreed-upon treatment plan prescribed by the health care provider and actively
participating in their care to the extent they are able.

Providing a responsible adult to provide transportation home and remain with the patient when
directed by the provider or required by discharge instructions.
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Keeping appointments and, when unable to do so for any reason, for notifying the health care
provider or health care facility as soon as reasonably possible.

Providing PHI with accurate and current contact, demographic, insurance, and other information
necessary to support care, communication, and billing, as applicable.

Accepting responsibility for their actions if they refuse treatment or do not follow the provider's
agreed-upon treatment plan or instructions, after receiving information regarding the potential
consequences of doing so.

Meeting applicable financial obligations related to their care and communicating with PHI when
financial barriers may interfere with their ability to meet those obligations.

Accepting personal financial responsibility for any charges not covered by insurance, subject to
applicable law, contractual requirements, and PHI's Sliding Fee Discount Program and financial
assistance policies.

Following health care facility rules and regulations affecting patient care and treating health care
professionals, staff, other patients, and visitors respectfully and refraining from threatening,
abusive, discriminatory, or disruptive behavior.

Respecting the privacy, confidentiality, property, and safety of other patients, visitors, and staff.
Informing the health care team of any Advance Directive or health care surrogate designation
and providing a copy when available.

Informing the health care team about care received from other health care professionals or
organizations when that information may affect treatment or coordination of care.

If participating in the Patient Centered Medical Home, a patient is responsible for talking with
his/her team about health questions, sharing past health care successes and challenges, telling
the team about other health care professionals that care for him/her, following the health care
plan that has been discussed, making sure he/she understands the plan and asks questions if
not understanding, telling the team if you are having trouble sticking with the care plan, and
speaking up if the care plan is not working so that the patient and care team can work
collaboratively to make appropriate changes.

Using after-hours, urgent, and emergency care resources appropriately and following
instructions provided by the health care team regarding how to obtain care when PHI is closed.
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