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NEED HELP? CALL 870-508-1015

Baxter Health complies with applicable federal civil rights laws and does not
discriminate on the basis of race, color, national origin, age, disability, or sex.

ATENCION: si habla espafiol, tiene a su disposicién servicios gratuitos de
asistencia linguistica. Llame al 1-870-508-7770.

CHU Y: Néu ban néi Tiéng Viét, c6 cac dich vu hé tro ngdn ngi mién phi danh
cho ban. Goi s6 1-1-870-508-7770.

The editorial content contained in this publication is for educational and informative use only. It does not contain, nor should it be construed as containing, medical
advice. Always consult your physician prior to making any lifestyle, medication or treatment changes. Sponsors are responsible for the material provided. Participation
by your health care provider in the program does not represent an explicit or implied endorsement on their part of any material presented herein. Images are for
illustrative purposes only. To advertise call (501) 766-0859 or email sarah@wheelhousepublishing.com.
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We focus on quality Of life,

so you can focus on

makmg every
moment count.

AFFILIATED WITH

SAXTER HEALTH

Administrative Office | 811 Bumnett Dr., Mtn. Home, AR 72653 | (870) 508-1771 | (800) 711-9596
Hospice House | 774 Long Street, Mtn. Home, AR 72653 | (870) 508-1200

ACUTE INPATIENT REHABILITATION

Comprehensive, personalized, and flexible
treatment plans to patients who have been

624 Hospital Drive

BAXITER o e mis
HEALTH (870)508-3300

Women’s

Healthcare For Women, By Women

Specializing in Primary Care and Gynecology

Tiffany Saric, FNP-C Amanda Whitaker, FNP-C Lara May, DNP, NP-C Kate Smith, FNP-C

SERVICES INCLUDE: Pap Smear, Breast Exams, Annual Screenings,
Diabetes Management, Weight Management, Infertility Treatment,
Hormone Therapy, Botox and IV Vitamin Therapy, Treatment for
High Blood Pressure, and High Cholesterol

870-232-0900 | womenswellnessinc.com
330 Hwy. 5N Suite 10, | Mountain Home, AR 72653
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WELCOME

Choosing a medical center is one of the most important, and personal,
decisions anyone can make. All of us here at Baxter Health understand
you have many options in healthcare today. We appreciate your decision
to entrust us with your care.

Our entire Baxter Family, from the administration and physicians to the person
greeting you at the door, has a commitment to your total satisfaction in the care
you receive here at Baxter Health. From our all-private rooms to the level of
attentiveness and world-class care, everything we do is with your comfort in
mind. Our caring staff is at your disposal and any questions or concerns may
be directed to your physician or nurse. If we fail to meet your expectations for
being treated with concern and respect, we want to know about it; please

call 870-508-5484 to register your concern.

On behalf of every single member of the Baxter Health team, we
thank you for choosing us to care for you and yours.

We look forward to serving you,

RON PETERSON
President/Chief Executive Officer
Baxter Health

|

BAXTER HEALTH
BAXT E R H E A LT H SENIOR LEADERSHIP TEAM

President/Chief Executive Officer

Ron Peterson

+ MISSIUN VP/Human Resources
Natalie Amato
VP/Physician Enterprise & Business Development
Brian Barnett
Foundation Executive Director
Sarah Edwards
+ PURPOSE VP/Chief Nursing Officer
Rachel Gilbert, MSN, RN
To champion access to compassionate high-quality care by ‘é:;f)?e'elj:r']':;“”a' Officer

remaining independent, strategically comprehensive and VP/Marketing & Communications
community-focused. Tobias Pugsley

VP/Ancillary Services

Anthony Reed

VP/General Counsel

Nicole Vaccarella

Compassionate care beyond measure.
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COMING FULL CIRCLE

Dr. John Austin Carlisle returns home after nearly a
decade of medical training to establish his practice.
Reuniting with family and community, he fulfills a long-
held dream to serve his hometown. Carlisle’s journey
underscores his deep connection to the place and
people that shaped him.
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COMPASSIONATE
CARE BEYOND

MEASURE

YOUR TOTAL SATISFACTION IS OUR GOAL

We understand that a hospital stay is a stressful time for a
family. That’'s why we are committed to providing the best,
most compassionate care available. There is no detail too
small, no issue too minor — if it’s important to you, we’re
going to do everything we can to meet that expectation to
the best of our expertise.

We don’t judge ourselves by our standards, but by yours,
so please take the time to tell us how we are doing.
There are several ways you can do this:

WHILE YOU'RE HERE

Your nurse or the nursing supervisor are available to
address or escalate most questions or concerns. If the
matter is still not resolved to your satisfaction, please
contact the department head/patient care manager or the
Patient Experience Specialist at (870) 508-5484. These
resources are available to you during or after your stay.

Finally, patients have the right to file a complaint with the
following health departments and services.

Arkansas Department of Health
5800 W. 10th, Suite 400

Little Rock, AR 72204
501-661-2201

U.S. Department of Health and Human Services
200 Independence Ave., SW Room 509F,

HHH Building

Washington, D.C. 20201

1-800-368-1010

TDD: 1-800-537-7697
ocrportal.hhs.gov/ocr/portal/lobby.jsf

AFTER YOUR STAY

We survey many of our former patients after they are
discharged in order to get an idea of their experience with
us. The information gathered via the Hospital Consumer
Assessment of Healthcare Providers and Systems
(HCAHPS) survey is used to improve the level of care and
services our hospital provides. Participation in the survey is
completely voluntary, but we hope you will take the time to
answer a few simple questions to let us know how we are
performing.

The survey looks at key areas of healthcare services such as:

« Communication with your doctors and nurses

- Discharge instructions including information about
medicines

- Pain management information and practices

« Staff responsiveness and customer service

« Overall quality of experience

% HOW WE STACK UP

Hospital Compare is a government website that

provides side-by-side comparisons of hospitals and
health care systems, based on HCAHPS survey
information. To view this information, please visit
www.medicare.gov/hospitalcompare.
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HELPFUL TIPS FOR
PATIENTS AND VISITORS

Birthdays and
Anniversaries

Birthdays and anniversaries
are important milestones
and we’d love to celebrate
while you are a patient
here. Simply let your nurse
know of the occasion and
they will work with dietary
personnel to prepare a
surprise in honor of your
special day.

Cafeteria

Location, First floor
Breakfast, 7to 9 a.m.
Lunch, 11 a.m. to 1:30 p.m.
Dinner, 5to 7 p.m.
weekdays

The cafeteria is open
seven days a week for
family members and
visitors. Please note that
dinner is not available on
weekends.

Calling Your Nurse

Help is as close as the
button at your bedside.
Should you require a nurse,
simply press the button to
alert the nurses station.
Help will be on the way
quickly.

Cellphones

Please be respectful of
others by turning your
cellphone to vibrate
while you are in patient
areas of the hospital.
For the convenience of
all, charging stations are
available in the cafeteria

8 | BAXTER HEALTH PATIENT GUIDE

and the waiting areas

for the Cline Emergency
Center, Women & Newborn
Care Center and Main
Lobby. Baxter Health is

not responsible for lost or
damaged devices.

Coffee Bar

Location, First floor
Weekdays, 7a.m.to 5 p.m.
Brewed Awakening

offers specialty coffees,
smoothies, fresh fruit and
pastries.

Electrical Appliances

For safety reasons,
electrical (plug-in)
appliances are not
permitted in patient rooms.
These include, but are

not limited to, hair dryers,
portable heaters, DVD
players, computers, radios,
heating pads and other
devices. Battery-operated
devices are permitted on a
case-by-case basis.

Fire Safety

Baxter Health conducts
regular fire alarm testing
and drills to help maintain
a state of readiness. If you
hear an alarm, DO NOT
LEAVE YOUR ROOM. If
an actual emergency is in
effect, hospital staff will
advise you on what to do
and where to go.

Firearms
Except for authorized
security personnel and

on-duty members of law
enforcement, firearms
are prohibited within the
hospital.

Flowers

Baxter Health Volunteers
are responsible for deliv-
ering flowers and gifts to
patient rooms. Friends and
family members can also
send free e-cards to pa-
tients via baxterhealth.org.

Gift Shop

Pink-A-Dilly Gift Shop
provides a variety of items
including gifts, fresh flowers
and other items for patients
and visitors alike.

Hearing Impaired

For our patients who are
deaf, nursing personnel will
determine if the patient can
satisfactorily communicate
via writing. For patients
who communicate via sign
language, arrangements
shall be made through a
social worker to bring in a
sign language interpreter.
The patient’s physician or
other staff member shall

be present for all medical
translation.

Hospitalists

Baxter Health has
transitioned its primary care
providers away from visiting
patients in the hospital

to focus on delivering
high-quality care, patient
satisfaction, and cost-

effective services in the
clinic setting. To ensure that
patients receive continuous
and specialized care while
in the hospital, Baxter
Health has partnered with
hospitalists—doctors and
nurse practitioners who
specialize in the care of
hospitalized patients. These
hospitalists are dedicated
exclusively to hospital-
based care, allowing

them to stay current with
the latest standards and
trends in hospital medicine.
By working solely in the
hospital, hospitalists are
able to be more available
to patients and provide
24/7 care. They maintain
direct communication with
primary care providers,
keeping them informed

of the patient’s progress
through regular updates
and written reports. This
collaborative approach
ensures that patients
receive comprehensive and
up-to-date care throughout
their hospital stay.

Housekeeping

Patient rooms are cleaned
daily by a member of
housekeeping staff. If there
is a concern with the level
of housekeeping, please
inform your nurse for the
matter to be addressed.

Identification
Baxter Health staff are
required to wear identifica-




tion badges on the upper part of
the body where they are easily
identified. All hospital volunteers
wear yellow shirts and pink

and white badges. Vendors,
students and visiting clergy are
also asked to wear badges iden-
tifying their role.

Interpreters

Direct communication between
patients and their health

care providers is essential to
achieving positive outcomes.
Baxter Health provides a range
of alternate communication
tools for patients who need
accommodation. These
include qualified sign language
interpreters, written information
in alternate formats and free
language services for patients
whose primary language is
other than English. Please call
870-508-7770 to access these
services.

Lost and Found

If you have lost or found an
item, please contact Security at
870-508-3600.

Mail

Incoming mail is delivered to
patients’ rooms by volunteers;
any mail that arrives after
discharge will be forwarded
to patients’ home address.
Outgoing mail can be sent
via the mailbox located at the
rear entrance of the hospital
between education and the
cafeteria. Postage stamps may
be purchased in the gift shop.

Maintenance

Maintenance personnel are
available around the clock. If
any part of the facility requires
attention by maintenance,
please forward the issue to

a nurse who will contact the
appropriate personnel.
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Patient-Centered QN onal " '
Medical Care . Regional Family
ICINE 1}

870-425-6971 | fmmh.com TS M E D

Main Clinic Location , 630 Burnett Drive, Mtn, Home, AR =
East Branch Location, 250 Drillers Road, Mtn. Home, AR

J. Gregory Elders, Michael S. Hagaman, MD Ronald F. Bruton, MD George S. Lawrence, MD Lonnie S. Robinson, Andrea N. Bounds, MD
MD, FAAFP MD, FAAFP

a 5 ) (e ) (1

Sharon Jamie Hannah G. McCarthy, MD Alex S. Hagaman, DO Corinne Hiser, CNP Michelle Sharp, CNP Hannah Caststeel, CNP
Pritchard, MD

ENHANCE YOUR
CONFIDENCE

Newman, MD Plastic Surgery offers
surgical services, as well as IV injectables,
Botox, dermal fillers, CoolSculpting®, and
HydraFacial®. Our in-office procedures
include Facelift, Fat Transfer, Temporal Lift,
Frost Peels, and SkinPen with PRP.

Newman, MD

PLASTIC SURGERY
Adam G. Newman, M.D.
BOARD CERTIFIED AMERICAN BOARD OF PLASTIC SURGERY

130 East 9th St., Mtn. Home, AR 72653
3733 N Business Drive, Suite 102 Fayetteville, AR 72703

Office: (870) 425-NEWU (6398)
NewmanMDPlasticSurgery.com




Medicines

It is of the utmost
importance that patients
only take medicines as
prescribed, filled and
administered by hospital
staff. Tell your physician
about any medicines

you currently take; if it is
necessary for you to take
them while you are here,
hospital staff will administer
them to you. DO NOT take
prescription or over-the-
counter medicines from
home on your own.

Oxygen

Special restrictions are

in place for patients who
require oxygen. Electrically
operated equipment

and aerosol products

are prohibited in areas
where oxygen is being
administered.

Parking

Baxter Health features

free parking throughout

the campus. All guests

are reminded to lock and
remove valuables from their
vehicles.

Please note the following

parking restrictions:

« Patients and visitors are
asked not to park in spaces
marked reserved.

- Parking in driveways at
Employee and Guest
Entrance, Main Entrance
and Cline Emergency
Center Entrance is
prohibited, except for drop-
off and pick-up.

Pastoral Care

The hospital chapel is locat-
ed on the south end of the
second floor; enter under
the sign for the Cardiac
Center on the left side of the
hallway. To reach the chap-
lain, dial extension 7750.

Patient Meals

Each patient room contains
a menu upon which is
printed the breakfast, lunch
and dinner items for each
day of the week as well as
alternate meal selections.
If a patient does not order
from the menu, the feature
item will be delivered.

Missing a menu?
Please call extension 3333.

Food is prepared according
to any and all dietary
restrictions prescribed by
your physician. Additional
dietary restrictions such

as vegetarian or religious
preferences, may be
requested by dialing
extension 3333.

Meal trays are delivered by
Food Services personnel at
the appointed meal times.
Patients absent from their
rooms during regular meals
times may be served by
doctor’s order.

A supply of milk, juice,
crackers and coffee is also
maintained at the patient
care unit to provide small
snacks between meals as
approved by your nurse.

Personal Belongings
and Valuables

Personal care items
(eyeglasses, contact lenses,
hearing aids, etc.) should be
kept in the bedside stand.
Do not put them in the

bed or on the food tray as
they may become soiled,
lost or damaged. Patients
should not leave valuables
(jewelry, cash, etc.) in their
rooms; Baxter Health is not
responsible for these items.

Public Restrooms
Public restrooms are
located throughout the
building for use by visitors.

For the health and safety of
all, visitors are prohibited
from using patient
restrooms.

Smoking

Per Arkansas state law,
smoking is prohibited in
hospitals. Patients and
visitors are not allowed

to smoke at any time, and
patients are not allowed

to leave the campus to
smoke unless discharged
by their physician. The staff
can provide alternatives to
smoking (such as a nicotine
patch) while as a patient

at Baxter Health, with
physician approval.

All other individuals (family
members, visitors, etc.) are
prohibited from smoking

while on or around hospital

property.

Telephone
Each patient room features
a telephone. To ensure all
patients get sufficient rest —
and in respect to all others
in the unit — the following
restrictions apply:
- Patients may receive
calls between 7 a.m. and
10:30 p.m. Incoming calls
later than 10:30 p.m. are
automatically transferred to
the nurses’ station.
« Family members and/
or nurses may request
individual telephones be
shut off.
« Long distance calls cannot
be charged to your room.
To place a local call, dial 9,
wait for dial tone and dial
the number. Local calls may
be placed at any time
To place a long distance
call, dial 9, then O to reach
an outside operator for
assistance.
To reach directory
assistance:
Local calls: 1-411

Within 870 area code:
1-870-555-1212

Outside 870 area code:
1+ area code + 555-1212
Out of state:

7 + area code + 555-1212

TV

Each patient room is
equipped with a television,
controlled by the bedside
pillow speaker or side

rail controls. Please be
considerate of others

in the medical unit by
controlling volume and
turning off the television

at bedtime. Staff members
can assist in turning on
closed captioning or

other functions of the TV.
Channel listings are printed
elsewhere in this booklet.

Vending Machines
Vending machines are
located by most elevators
and across the hall from
cafeteria entrance. They are
available 24 hours a day,
seven days a week.

Wireless Internet

To access the hospital’s
wireless internet, choose
“Baxter Health Guest
Wifi” on your device from
available networks. Visit
our website for useful
content about the hospital,
including services, clinics,
MyBaxter Health Patient
Portal, community events
and more.

Your Room

Your room assignment is
based upon your admitting
diagnosis and availability at
the time of your admission.
Please speak to your nurse
regarding issues with your
room.
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Hernia Repair

Gallbladder Surgery

Robotic Su rgery

Breast Surgery

Vascular Su rgery

901 Burnett Drive, Mountain Home, AR

Your
homeis

As the only home health agency in the area backed by a regional
healthcare system, we provide:

« Skilled Nursing Care « Social Work

« Physical Therapy « Home Health Aides

« Occupational Therapy « Telemonitoring

« Speech Therapy - Emergency Response System
(870) 435-7500 HOME

30 RYAN RD, COTTER B HEALTH

www.baxterhealth.org

PROUDLY SERVING BAXTER & MARION COUNTIES SINCE 1979

OZARK SURGICAL, GROUP
GENERALLAND V

A C T

A

870-425-9120

Colorectal Surgery
Vein Treatments

GI Procedures

ULAR. SURGERY Skin Procedures

Wound Care

www.ozarksurgicalgroup.com

LINCOLN PADEN

MEDICAL GROUP—

Your Health, Our Priority

Comprehensive Family & Internal Medicine Care

At Lincoln Paden Medical Group, we provide comprehensive care for
you and your entire family. Our experienced team of family physicians,
internists, nurse practitioners, and clinical specialists is dedicated
to offering top-notch primary and preventative care.

405 Buttercup Drive, Mountain Home, AR
(870) 425-3030 | lincolnpadenmedicalgroup.com

For after hours and weekends, call the main number to contact on call.



MEDICATION AND

SIDE EFFECTS

Have you ever thought about who ensures that you
receive the right medication? Pharmacists and pharmacy
technicians at Baxter Health work in various ways to
ensure the safe and effective use of medications. The
central pharmacy is equipped with a modern clean

room for preparing sterile medications. Health system
pharmacists often collaborate with doctors and nurses to
safeguard the optimal use of medications.

Baxter Health is pleased to offer prescriptions for
patients upon discharge. Please ask your nurse about

outpatient pharmacy service hours and availability.
Pharmacists can help you understand how to use your
medicine correctly, what your medicine is supposed

to do, and the possibility of reactions or side effects.
They are available to speak with you about what your
medications are supposed to do and any potential

side effects. If you would like to learn more about your
medications, you may inform your nurse that you would
like to request a consultation with a pharmacist.

To learn more, visit safemedication.com.

MEDICAL RECORDS

Requesting your medicals recordsisaseasyas1-2- 3!

Complete a request from your smartphone, tablet or
computer — anytime from anywhere!

1. ACCESS PATIENT REQUEST
Go to baxterhealth.org
» Go to Patient & Visitors in the top middle of the page and
select “Medical Records.”
- Select the “Click Here to Request Medical Records”
button in the middle of the page.

2. COMPLETE ONLINE REQUEST
You'll be guided through every step of the process.

3. REVIEW + SIGN + SUBMIT REQUEST
You’'re done!

YOUR RECORDS ARE DELIVERED RIGHT TO YOU!
Electronic delivery

You'll get an email with instructions for retrieving your
records. To keep them secure, you’ll need a PIN that is sent
in a separate email.

Mail delivery
Records will be mailed to the address you entered in the
request.

Scan this QR code
with the camera
from your phone or
tablet

BAXTER HEALTH PATIENT GUIDE | 13




A LIFE-SAVING SURGERY

Rita Wood’s life was saved by a combination of
modern medicine, skilled doctors at Baxter Health,
and being in the right place at the right time.

14 | BAXTER HEALTH PATIENT GUIDE
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VISITOR INFORMATION

We understand the need for relatives and friends wanting
to be present during the hospitalization of a loved one,
whether for a brief visit or for companionship. Having
these individuals near brings comfort and can help with the
healing process, both during your stay and after you return
home.

You not only have the right to visitors, but you have the
right to choose which individuals may visit you from
among family, friends, partners, personal care aides or
other individuals. You may choose and prioritize visitors
regardless of their gender or your relationship to the
person.

You can also elect a support person who may be present
throughout your stay, so long as that person’s presence
does not affect your health or the safety and rights of other
patients. For questions regarding your visitation rights while
a patient at Baxter Health, please call 870-508-1470.

VISITOR GUIDELINES

The patient may designate visitors to enjoy the same
visitation privileges as family members, regardless of if the
person meets the legal definition of a relative. Conversely,
any visitor who adversely affects the healing of the patient
or the health and healing of others may be restricted.

Visitor suggestions include:
- Do not visit if you are suffering from a cold, sore throat or
other illness.

Baxter Health Behavioral
Health

1to 2 p.m. daily. No children
under age 12 allowed.

Visiting Hours
General Hours
Open visitation

Women & Newborn Care
Center

9a.m.to9pm. Out-of-Town Visitors

Accommodations for
relatives and visitors from
out of town are available
at nearby motels.

Critical Care Units
No visitation from 6 to 8
a.m. and 6 to 8 p.m.

Outside of these hours,
open visitation for a
person of the patient’s
choosing.

Days Inn by Wyndham
1746 Highway 62E, B
870-565-4336

+ Noise and disruptive behavior affects the healing
environment for all, please maintain the proper behavior
while on your visit.

« Inquire in advance before bringing outside items (food,
drink, balloons, perfumes, etc.) as these may trigger
allergies.

- Wash your hands before entering the patient rooms.

- Do not use restrooms in patient rooms. Guest restrooms
are located throughout the hospital.

« All children must be supervised at all times.

« Dress appropriately, including shirt and shoes at all times.

- Visitors may be asked to leave the room during certain
tests, medical procedures or consults with the patient’s
physician.

VISITOR MEALS

Guests may purchase meals from the menu book in the
patient room for $6 per meal. The guest’s meal will be
delivered at the same time as the patient meal; guests will
pay for their meal upon delivery. Please note, Food Service
personnel do not carry change.

You may order a guest tray at extension 3333 up to the
following times for each meal:

Breakfast, order by 7 a.m.

Lunch, order by 10:30 a.m.

Dinner, order by 4 p.m.

Holiday Inn Express
1005 Coley Dr.
870-425-6200

Call 870-425-5111, or visit
enjoymountainhome.com
for more information.

Quality Inn & Suites
1031 Highland Circle
870-424-9000

Hampton Inn
995 Coley Dr.
870-425-0344

RV spots also are
available on the Baxter
Health campus for a

small fee. Please contact
Security at 870-508-3600.

The Mountain Home Area
Chamber of Commerce
has a complete listing

of local lodging options.
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CHANNEL LISTING

EPG

= e
==

2 EPG

3 NBC

4 CNN

5 FOX/KRBK-TMZ

6 ESPN

7 ESPNEWS

8 ESPNU

9 ESPN 2

11 FS1

13 EWTN

14 HGTV

15 CW

16 Food Network

17 E!

18 BRAVO

19 REELZ

20 HSN

21 PBS/KOZK

22 USA

23 SYFY

24 TNT

25 TBS
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NATIONAL
GEOGRAPHIC

&2
babyfirst

nicnelodeon

nicuanive

26 FX

27 MNT/KOZL

28 Comedy Central

29 Lifetime

30 AMC

31TCM

32 WETV

33 ABC/KSPR

34 A&E

35 History

36 National Geo

37 Discovery

38 TLC

39 Animal Planet

40 Disney Junior

41 Disney E

42 Disney W

43 BabyFirst TV

44 CNT E

45 CNTW

46 NICK E

47 NICK W

nickdnr

C-SPAN
C-SPAN2

dzcNBC

BUSINESS

e

# AccuWeather

o

48 NICK JR

49 TEEN NICK

50 TV Land

51 Hallmark

52 CMT

53 BET

54 MTV

55 MTV 2

56 VH1

58 C-SPAN

59 C-SPAN 2

60 CNBC

61 Fox Business

62 Fox News

63 ACCU Weather

64 Inspire

65 TCT

66 Impact

67 Hallmark Movie

68 Pursuit



PHONE DIRECTORY

Acute Inpatient Rehabilitation 870-508-3300 HOSPITAL KEY

Adult Behavioral Health Center 870-508-3400 NUMBERS

Main
Ambulance 911 or 870-508-1120 870-508-1000
Baxter Health Foundation 870-508-1770 Billing

870-508-1080
Cline Emergency Center 870-508-1130

Cafeteria
Education 870-508-1760 870-508-1530

Gift Shop
First Step Drug/Alcohol Program 870-508-7590 870-508-1063
Hensley Senior Behavioral Health Center 870-508-6400 Patient Information

870-508-1000

PHONE TIP

Calling from INSIDE the

Hospice of the Ozarks 870-508-1771 hospital? Dial the last four
digits only.

Highlands Oncology 870-580-5280

Home Health 870-435-7500

Human Resources 870-508-1060

Intensive Care Unit 870-508-2400

Mobile Mammography Unit 870-425-1161 or 800-485-1745
Mruk Family Center on Aging 870-508-3880

Patient Financial Services 870-508-1080

Peitz Cancer Support House 870-508-CARE (2273)
Provider Referral 870-508-1001 or 800-695-DOCS (3627)
Pre-Registration/Pre-Surgery Testing 870-508-1875

Risk Management, Compliance and Privacy 870-508-1015
Rehabilitation Services 870-508-1560

Schliemann Center for Women’s Health 870-508-2345
Surgery Visitor Center 870-508-1820

Volunteer Services 870-508-1064

Women and Newborn Center 870-508-2300
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FIND A FOOD PANTRY
NEAR YOU

BAXTER
ASU-Mountain Home
(Students Only)

1600 S. College St.
Mountain Home, AR 72653
pantry.asumh@fbnca.org

Holy Cross Lutheran Church
Food Pantry

48 Carnation Dr.

Mountain Home, AR 72653
pantry.holycross@fbnca.org

Mountain Home Food Basket
1341 Eastside Centre Ct.
Mountain Home, AR 72653
pantry.mhfoodbasket@fbnca.org

Norfork Community Care
Program

14215 Hwy 5 South
Norfork, AR 72658
pantry@fbnca.org

Redeemer Food Pantry
312 West N. St.

Mountain Home, AR 72653
pantry.redeemer@fbnca.org

St. Andrew’s Episcopal Church
Food Pantry

511 Coley Dr.

Mountain Home, AR 72653
pantry.standrews@fbnca.org

The Salvation Army Social
Service Center

111 Hwy 201 N.

Mountain Home, AR 72653
pantry.salvationarmy@fbnca.org

Threshold Ministries

107 E. Main

Gassville, AR 72635
pantry.threshold@fbnca.org
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BOONE

FBC Valley Springs Food Pantry
4547 Hog Creek Rd.

Valley Springs, AR 72601
pantry.fbcvs@fbnca.org

Good Neighbor Community
Food Cupboard

320 Grand Ave.

Diamond City, AR 72644
pantry.goodneighbor@fbnca.org

Mercy Mall

805 Cottonwood Annex 3
Harrison, AR 72601
pantry.mercymall@fbnca.org

Pete’s Pantry

(Students Only)

1515 Pioneer Dr.

Harrison, AR 72601
pantry.petespantry@fbnca.org

FULTON

Agape Food Room

144 Hwy 62 East

Salem, AR 72576
pantry.agape@fbnca.org

Byron Cumberland Presbyterian
Church Food Room

8936 Byron Rd.

Salem, AR 72576
pantry.byroncumberland@fbnca.org

Shining Light Food Pantry
732 Hwy 63 South

Mammoth Spring, AR 72554
pantry.shininglight@fbnca.org

IZARD

Calico Rock Food Pantry

305 AR Hwy 56

Calico Rock, AR 72519
pantry.calicorockcc@fbnca.org

Food Outreach Mission

1005 First St.

Horseshoe Bend, AR 72512
pantry.hsbendoutreach@fbnca.org

Manna House

147 Lunen St.

Melbourne, AR 72556
pantry.mannahouse@fbnca.org

MARION

Bull Shoals Food Pantry
1013 Lake Shore Rd.

Bull Shoals, AR 72619
pantry.bullshoalsfp@fbnca.org

Yellville Area Food Closet

2191 Hwy 62 East

Yellville, AR 72687
pantry.yellvillefoodcloset@fbnca.org

SEARCY

Leslie UMC Fishes/Loaves
202 High St.

Leslie, AR 72645
pantry.fumcleslie@fbnca.org

Ozark Christian Ministries

505 S. Hwy 27

Marshall, AR 72650
pantry.ozarkministries@fbnca.org

Searcy County Civic Center
Food Pantry

515 Zack Rd.

Marshall, AR 72650
pantry.searcycountymcc@fbnca.org

Searcy Country Rural Help
Center, Inc.

260 N. Church St.

St. Joe, AR 72675
pantry.searcycountyrhc@fbnca.org

SHARP

Ash Flat Church of Christ
560 Ash Flat Dr.

Ash Flat, AR 72513
pantry.cocaf@fbnca.org

Cave City Food Pantry

437 N. Main

Cave City, AR 72521
pantry.faogcavecity@fbnca.org

FBC of Cherokee Village Food
Pantry

6 Iroquois Dr.

Cherokee Village, AR 72529
pantry.fbccv@fbnca.org

Mission of Hope

3968 HWY 62/412

Hardy, AR 72542
multi.missionofhope@fbnca.org

STONE

Antioch Outreach Center Food
Pantry

1608 Hwy 9

Fox, AR 72051
pantry.antioch@fbnca.org

Stone County Community Food
Ministry

310 School Ave.

Mountain View, AR 72560
pantry.stonecountycfm@fbnca.org

The Gathering Place Food
Pantry at Meadow Creek

5367 Meadow Cree Rd., Bldg 6
Fox, AR 72051
pantry.gatheringplace@fbnca.org

(OPPOSITE) PHOTOGRAPHY BY JAMES MOORE.
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NO PATIENT LEAVES HUNGRY

Lilian Browne, Social Worker at Baxter Health, wants
to make sure that no patient is discharged hungry,
and that they are connected to a food resource that
will best serve them.
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SPECIAL SECTION

TAKE CONTROL OF

YOUR CARE

Your healthcare team revolves around you. Make sure you're doing
your part to help us deliver excellent care.

STAY IN CHARGE OF YOUR HEALTH

Qand A

Let’s face it, health conditions can be very confusing. That’s
why it’s important that you take the time to understand
everything about your health care. Never feel self-
conscious about asking questions of your doctor or nurse;
part of why we’re here is to make sure you understand
what’s going on at every step of your treatment.

To help us communicate more effectively, please let us

know if:

- You prefer to speak a language other than English (even
sign language).

- You require glasses, hearing aids or other devices to
communicate with hospital staff.

- You prefer to hear, see or read health information (or
some combination).

- You have any cultural, ethnic or religious-based special
needs.

- You have a person or persons who can talk to the hospital
staff on your behalf regarding your care and treatment
directives.

KEYS TO GOOD COMMUNICATION

Get It Explained

The medical field is full of jargon and technical terms which
most people may need help to understand. If you hear

a term that you don’t understand, ask. We’ll be happy to
explain it to your satisfaction.

Repeat for Understanding

Once you hear something, repeat it back according to how
you understood it. This is a good way to double-check your
understanding by putting things in your own words.
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Take Notes

Write down key facts and instructions to help refresh your
memory. Don’t be afraid to ask questions later based on
your notes.

KNOW YOUR HEALTH CARE TEAM

With so many doctors, nurses and support personnel
involved in your daily care, it’s very important that patients
take the time to make sure the right person is performing
the right service. The following double-checks may feel
repetitive at first, but they go a long way toward preventing
errors.

Your health care team should always check your hospital-
issued ID to ensure they are working on the right patient.
Whenever a staffer enters your room to dispense medicine,
transport you or perform any kind of procedure, state your
name and birth date.

Ask to see the ID of everyone who comes into your room. If
you do not see an ID badge, call the nurse immediately.

LEAD THE TEAM FOR BETTER HEALTH

Take Control

You are the center of the team, in control of your own
health. Make sure you know and understand what’s hap-
pening and why regarding your treatment.

Double Check

Understand your treatments and medication. Always make
sure you're getting the right attention from the right sources
during your stay.

Know Your Medicines

Do you know the names of your medications? Do you un-
derstand what they are supposed to treat? Can you list how
often you should take them?




Know Your Condition
How much do you know about your medical condition?
What are the various treatment options?

Know Your Partners

Health care can be confusing, especially when we don’t
feel well. Select a trusted support person to help speak up
for you and keep track of medication and follow up.

Know Your Rights

It's your body and your health. You know it best and you
have a right to express what’s going on, including ques-
tions and concerns. Speak up!

Know Your Next Step

Get good advice and recommendations when choosing ad-
ditional health care services. Ask for credentials and only
use providers who meet patient and quality standards. To
learn more, please visit qualitycheck.org.

FIVE EFFECTIVE WAYS TO FIGHT
INFECTIONS

At Baxter Health, we spend a lot of time ensuring the
cleanliness of our facility. But no hospital can eliminate 100
percent of germs, which is why it is important for patients
to take certain steps to help prevent infections.

Wash Your Hands

Turns out your mom was right all along! Your hands come
into contact with a lot of surfaces, including items that are
touched by others. Always wash your hands with soap and
water (or an alcohol-based hand sanitizer) after touching
objects or surfaces, before eating and after using the
restroom to help kill germs. And not just a rinse, either —
wash for 20 seconds, or about the time it takes to recite
the alphabet.

Ask Others to Wash Their Hands

Hospital personnel are trained to wash their hands and/or
wear gloves, but if you don’t see them do this, there’s no
harm in reminding them. And, don’t forget to ask visitors to
wash their hands before making contact with you.

Cover that Sneeze

Sneeze or cough into tissues and immediately throw them
away to help prevent the spread of germs. Avoid touching
others. Ask the staff if a surgical mask would be a good
idea as well.

Monitor Bandages and Assistive Devices

If a wound dressing becomes loose or wet, or a catheter
or other drainage tube becomes loose or dislodged, notify
a nurse. A simple change of dressing can head off big
problems caused by an infection.

Keep Current on Vaccinations
Consult your nurse or physician regarding any missing
vaccinations in your medical history.

LEVEL OF PAIN

There’s no area of care where you have more control and
say-so than in communicating the level of pain you are
experiencing. No one knows how much it hurts but you,
and pain can also be an indicator of a complication that
should be addressed through additional treatment.

Don’t suffer in silence! Tell your nurse or doctor about pain
and describe it in as much detail as you can. Is it a dull, throb-
bing pain? Or is it a sharp, stabbing pain? Does it come and
go or is it constant? Is it localized to one part of the body or
does it start in one spot and radiate out as you move?

Managing your pain is a key element to the healing
process; be sure to keep your physician and/or nurse in
the loop with what’s going on.

% PAIN POINTS

WHERE does it hurt?

WHEN does it hurt?
HOW does it affect your daily living? (sleeping,
dressing, walking, etc.)

PREVENT FALLS

There are lots of things that can make us dizzy or unsteady
on our feet, at any age. Just lying in bed for long periods is
one, standing up too quickly or the effect of medicines can
cause it, too. When we are dizzy or lightheaded, we can
easily lose our balance and fall, which can result in injury.
Follow these common-sense tips for avoiding falls:

Wait for Help: Use the nurse call button and let them assist
you in getting out of bed, using the restroom or walking
around.

Grab a Handrail: Handrails are there for a reason, grab on
to steady yourself in the hallway, in the restroom or in the
shower.

Dress Right: Nonslip socks or footwear are a must to
keep your feet from going out from under you. Wear
appropriately sized clothing and robes to avoid tripping.
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A cancer diagnosis sho
Highlands Oncology brings world clas
and allows you to keep being YOU.
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HIGHLANDS

ONCOLOGY
MEDICAL ONCOLOGY -+ RADIATION ONCOLOGY -+ SURGICAL ONCOLOGY

ROGERS SPRINGDALE | FAYETTEVILLE | MOUNTAIN HOME

www.highlandsoncology.com . (479) 587-1700

Schedule your evaluation today with

Eric A. Arp, D.P.M.

Board Certified in Foot Surgery

Diplomate, American Board of Podiatric Surgery
Fellow, American College of Foot & Ankle Surgeons
On Staff at Baxter Health

ARP f . ) John Conner, Jackie Conner, Rachel Collie and Phillip Collie.
.,_'.. e

k0
CLINIC, PA Bridging the Gap between

Medical & Surgical Mountain Home and Harrison

Podiatric Care . -
SINCE 1996 Serving both communities

Toll Free: 1-888-425-7363 to meet your family’s needs.

870-425-7363 With over 85 years of combined funeral service experience, the Conners

ArpFootAndAnkle com and the Collies are dedicated to providing caring, compassionate
' services to the families of Mountain Home and Harrison.

CONNER FAMILY

Treat your feet with the most effective, state-of-the-art, ?‘ q_[o wie O I 4 I \|
quality foot and ankle care. Now serving the area with == T 4
two convenient clinic locations. MEMORIAL CHAPEL

Mountain Home Harrison

870-425-7363  870-365-3668 870-425-3353 870-741-3481

2833 Hwy. 62 West, Mtn. Home, AR 72653 1904 Capps Road, Harrison, Arkansas 72601
801 South College St. 3108 Meadowmere Lane ConnerFamilyFuneralHome.com HoltChapel.com




SPECIAL SECTION

Corral Your ltems: Keep personal items within easy reach
to avoid having to reach or get up.

Wheelchair Basics: Lock the wheels before attempting to
stand. Never stand on the footrest when getting out of a
wheelchair.

PREPARE FOR SURGERY

Baxter Health prides itself on maintaining a high-quality
surgical department. Every precaution is taken to achieve
a satisfactory outcome, regardless of the procedures.
Your doctor will give you special instructions prior to your
surgery, which you must follow down to the letter. It also
helps to try and relax and get sufficient rest leading up to
the procedure.

On the day of the surgery, as a final check, make sure you

confirm the following with your surgical staff:

- Your name

- The surgical procedure you are having

- The body part being operated on
Hospital staff will mark the correct surgical spot on your
body with a marker. Make sure you or your support
person confirms that marking is correct to avoid errors.

CHOOSE A SUPPORT PERSON

A support person is an invaluable member of your health
care team. This person, usually a trusted family member

or friend, can help be a second set of eyes and ears, can
provide emotional support and can speak up for you in the
event you cannot speak up for yourself.

A support person can be almost anyone, so long as it is
someone you can trust and with whom you can easily
communicate. Regardless of who you select, make sure you
notify hospital staff as to who your support person is.

Duties for a support person:
- Ask questions and write down information

« Double check medicines, treatment and personnel
identification

« Watch for signs your condition is changing and get help as
needed

BE YOUR OWN HEALTH CHAMPION

Remember, YOU are not just the patient, you are the most
important piece to your health care team. This means you
have to take charge of your care to ensure your wishes are
carried out during treatment.

ALWAYS...

« Tell the nurse if something’s not right. Instincts and “gut
feelings” are often more accurate than we give them
credit for.

» Know when you are supposed to get your medications;
inform the nurse if you don’t get them.

« Always ask for explanation when you don’t understand
something about your condition, treatment, medication or
even the hospital forms.

« If you prefer to communicate via illustrations or in another
language (even sign language) make your wishes known.

- If treatment involves medical equipment, practice with the
nurse before leaving the hospital. That way you can feel
confident you can correctly use the equipment at home.

« Getting a second opinion can sometimes make medical
decisions easier — don’t be shy about having someone
else diagnose your condition.

- Make sure your doctor and your family/support person
understands your wishes when it comes to life-saving
actions. Inform hospital personnel about who is legally
designated to make decisions for you if you cannot make
them for yourself.

MANAGE YOUR MEDICATION

Medicines are essential to the healing process and
ongoing management of conditions, but only if they

are taken correctly. That starts with understanding your
medications, what they are for, when to take them and also
communicating with your physician to ensure that new
prescriptions don’t mix with existing medicine to cause an
adverse reaction.

What to Ask:

« Name of your medication including the generic name.
« What the medicine is supposed to do.

» The dosage, including how much and when.

« The best time of day to take it.

- Whether to take with food or liquids (or not).

- Possible side effects and what to do if they occur.

« What to do if you miss a dose.

What to Check:
« Your hospital ID bracelet matches the name on your
medication while in the hospital.

« Your physician and nurses know all prescription drugs,
over the counter medications and vitamin supplements
you are already taking.

« Any allergies you have to medicines, foods, anesthesia, etc.

- Your medicines are stored in a safe place in your home to
keep them out of sight and out of reach of others.

- You have a system or a caregiver who can help ensure
you don’t over- or under-medicate by losing track of your
prescription usage at home.
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YOUR RIGHTS
AND RESPONSIBILITIES

These rights and responsibilities apply to all patients, including
the neonate, child, adolescent and adult.

PATIENT RIGHTS

“Patient” refers to
patient and/or personal

representative.

Human Dignity
Recognizing the basic rights
of human beings is always
of great importance. It is our
intention to always respect

the patient’s inherent dignity.

As a hospital, we have

a prime responsibility to
assure that your rights are
preserved while under our
care. To this end, the patient
will be routinely consulted
on matters relating to

his or her care, medical
treatment and discharge.
If a patient is unable to
speak on his or her own
behalf, an appropriate family
member or the personal
representative/agent will be
consulted.

Nondiscrimination

In accordance with Title VI
and VII of Civil Rights Act of
1964 and their implementing
regulations, as well as Sec-
tion 1557 of the Affordable
Care Act, the patient shall
be granted impartial access
to treatment or accommoda-
tions which are available or
medically indicated regard-
less of race, creed, sex,
sexual orientation, national
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origin, religion or source of
payment.

Pain Relief

The patient has the right to
expect assessment of their
pain and a process of mutual
planning to address the man-
agement of pain. A patient
also has the right to receive
information about pain and
pain relief measures.

Request or Refusal of
Treatment

The patient has the right to
participate in the develop-
ment and implementation of
his or her plan of care and to
request or refuse treatment.
The patient has the right

to refuse treatment, based
on his or her own personal,
moral or religious beliefs —
to the extent permitted by
law — and to be informed of
the medical consequences
of his or her refusal.

Advance Directives,
Religious Beliefs

A patient has the
responsibility of informing
his or her physician and

the hospital of any advance
directives (such as a “Living
Will”) or religious beliefs that
he or she wishes to have
honored.

The patient has the right
to formulate an advanced

directive, which may include
delegation of the right to
make decisions about the
patient’s care to a represen-
tative, as well as designation
of a support person. The reg-
ulation further requires that
notice be given to the patient
concerning the hospital’s
advance directives policy.

Information

The patient, or the patient’s
personal representative/
agent, has the right to
receive, from the patient’s
care treatment team,
complete and current
information concerning his
or her diagnosis, treatment
and any known prognosis.
This information should be
communicated in terms
the patient can reasonably
understand.

Identity

The patient has the right

to know the identity and
professional status of
individuals providing service
to him or her.

Privacy and
Confidentiality

The patient has the right,
within the law, to personal
privacy and confidentiality.
All communication and
records pertaining to his or
her care are confidential

and read only by individuals
directly involved in
treatment, payment or
operations of the hospital.

A family member or
representative of the
patient’s choice must be
promptly notified of the
patient’s admission to the
hospital. Patients have the
right to designate visitors
who shall receive the same
visitation privileges as the
patients’ immediate family
members, regardless of
whether the visitor is legally
related to the patient.

Consent
The patient has the right:

- Not to be subjected to
any procedure without
voluntary, competent
consent or the consent of
a personal representative
except in an emergency.

- To be informed of, and
voluntarily give or refuse
consent of participation
in, any human
experimentation or other
research/educational
projects affecting his/her
care or treatment.

- To advanced directives.

Safety

Patients and visitors have
the right to a safe and
therapeutic environment.




Sometimes this requires
Baxter Health to take steps
to ensure patients and visi-
tors are not in possession of
potentially dangerous items.
Please do not bring illegal
substances, medications,
intoxicating substances or
beverages, weapons, or
other similar items into the
Hospital. If deemed neces-
sary for the safety and well-
being of staff and patients,
Baxter Health will search
for and remove such items
from patients and visitors.

Communication

The patient has the right of
access to people outside the
hospital by means of visitors
and by verbal and written
communication. When the
patient does not speak or
understand the predominant
language of the community,
he or she should have
access to an interpreter.

Continuity of Care

The patient has the right to
expect reasonable continuity
of care and assistance in
locating alternative services
when indicated. The patient
has the right to choose
home health or nursing
home care at discharge.

Transfer

The patient has the right not
to be transferred to another
facility unless he or she

has received a complete
explanation of the need for
the transfer, the alternatives
to such a transfer, and
acceptance by another
physician.

Hospital Charges
The patient has the right
to request, examine and

receive an itemized and
detailed explanation of
his or her bill, regardless
of the source of payment.
The patient has the right
to notice of termination
of his eligibility for
reimbursement by any
third-party payer for the
cost of his or her care.

Smoke-Free

According to Arkansas
law, all hospitals must be
smoke-free (Ark Code
Ann. § 20-27-704 et seq).
Smoking on the Baxter
Health campus could result
in a Class C misdemeanor.
We appreciate the
cooperation of all patients
and visitors in keeping
Baxter Health smoke-free.

Patient Grievance

A patient’s grievance will
be addressed, in a timely
manner, by the department
head, Patient Experience
Specialist at (870) 508-
5484 or the Risk Manager
at (870) 508-1015. A written
grievance/complaint may
be addressed to any of the
three contacts above and
sent to Baxter Health, 624
Hospital Drive, Mountain
Home, AR 72653.

A patient may contact

the Arkansas Department
of Health, regardless of
whether he or she used the
medical center’s grievance
process, at 501-661-2201

or Arkansas Department of
Health, 5800 W. 10th, Suite
400, Little Rock, AR 72204.

All patients’ grievance

will be addressed in
accordance with state and
federal guidelines.

PATIENT
RESPONSIBILITIES

If a patient lacks the
capacity to exercise
these responsibilities
on his or her behalf,
the obligation falls

to appropriate family
members or a personal
representative.

Provision of Information
A patient has the responsi-
bility to provide, to the best
of his or her knowledge,
accurate and complete
information about matters
relating to his or her health.
A patient is also responsible
for making known wheth-
er or not he or she clearly
understands the medical
treatment plan and what is
expected of him or her.

Compliance with
Instructions

A patient is responsible

for following the treatment
plan recommended by the
practitioner primarily respon-
sible for his or her care. The
patient is also responsible for
following the instructions of
treatment team.

Refusal of Treatment

The patient is responsible for
the consequences if he or
she refuses recommended
treatment or does not follow
the practitioner’s instructions.

Hospital Charges

The patient is responsible
for assuring that the financial
obligations of his or her care
are fulfilled as promptly as
possible.

Hospital Rules and
Regulations

The patient is responsible
for following rules and

regulations affecting patient
care and conduct.

Respect and
Consideration

The patient is responsible

for considerate behavior
toward other patients, visitors
and hospital personnel, and
for respect of rights and

property.

Patient Conflicts

Patient care conflicts
regarding admission,
treatment and discharge
issues will be addressed by
the department head, nurse
leader or the administrative
staff member who is
responsible for the service.
Depending on the nature
of the conflict, the issue
may instead be addressed
by the attending physician,
the Chief of Services or

the Chief of Staff. The final
authority for addressing
patient complaints and
patient care conflicts is

the medical center’s Chief
Executive Officer.

Medicare and
Observation Patients and

Outpatients in a Bed
Medicare does not cover
the cost of home oral
medications administered

to patients who are in the
hospital in the status of
Observation or Outpatient in
a Bed. The hospital must bill
the patient if oral medications
are administered by the
nurse while the patient is in
the hospital. See Medicare
2008 handbook, page 26,
and heading: What’s NOT
covered by Part A and Part
B? “Prescription Drugs. Most
prescription drugs aren’t
covered by Part A or Part B”
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We pride ourselves in v,

maximizing returns for the n;\?%
o
consigned estates we are xs

entrusted with. P@R lﬂ ER y S
We off t evaluati detailed

e offer expert evaluation, a detaile
inventory reporting process, a multi-channel, P A W N

nation-wide sales profile, and prompt
payment with flexible terms. LOANS BARGA[NS « NEW & USED

We've been selling classic and modern
firearms and jewelry for 25 years, and will
use that experience to get you the best return

possible on your investment. k. ]ewelry & Guns

From Estate Sales
BUY « SELL « TRADE

PortersPawn.com f ©) (3
625 E. oth Street, Mountain Home « 870-424-7296
102 W. Commercial Street, Harrison, Arkansas « 870-741-5626

We do whatever it takes for healing to occur.
We’re equipped with Hyperbaric Oxygen
Therapy and staffed to make it happen.

We are experts at caring for people whose
wounds have resisted traditional treament.

Call us or come by to schedule an appointment.

907 Burnett Drive | Mountain Home, AR 72653



NOTICE OF

NONDISCRIMINATION

Baxter Health complies with applicable Federal civil rights
laws and does not discriminate on the basis of race, color,
national origin, age, disability or sex. Baxter Health does not
exclude people or treat them differently because of race,
color, national origin, age, disability or sex.

Baxter Health provides:

- Free aids and services to people with disabilities to
communicate effectively with us, such as qualified sign
language interpreters and written information in other
formats.

- Free language services to people whose primary
language is not English, such as qualified interpreters and
written information in other languages.

If you need these services, call 1-870-508-7770.

If you believe that Baxter Health has failed to provide these

services or discriminated in another way on the basis of
race, color, national origin, age, disability or sex, you can file
a grievance with:

Baxter Health

Civil Rights Coordinator

624 Hospital Drive

Mountain Home, AR 72653
Phone: 1-870-508-1015

Fax: 1-870-508-1998

Email: risk@baxterregional.org

U.S. Department of Health and Human Services
200 Independence Ave., SW

Room 509F, HHH Building

Washington, D.C. 20201

Phone: 1-800-368-1019, 1-800-537-7697 (TDD)
Web: https://ocrportal.hhs.gov/ocr/portal/lobby.jsf

If you need help filing a griev-
ance, the General Counsel is
available to help you. For U.S.
Department of Health and
Human Services complaints,
complaint forms are available
at http://www.hhs.gov/ocr/
office/file/index.html.

Spanish

ATENCION: si habla es-
panol, tiene a su disposicion
servicios gratuitos de asis-
tencia linguistica. Llame al
1-870-508-7770.

Vietnamese

CHU Y: Né&u ban néi Tiéng
Viét, cé cac dich vu hé trg
ngdn ngl mién phi danh
cho ban. Goi s6
1-1-870-508-7770.

Marshallese

LALE: Ne kwdj kénono Kajin
Maijol, kwomarof bok jerbal
in jipah ilo kajin ne am ejjelok

wonaan. Kaalok
1-870-508-7770.

Chinese

AE MRS ERAEESD
X, BALREBRBES
BIfRs. BHE
1-870-508-7770,

Lao

SyL: NI IQWITIO,
VIVTIVIOD TG VO NI
DOIVWIFINIOOWS . L
1-870-508-7770.

Tagalog

PAUNAWA: Kung nagsa-
salita ka ng Tagalog, maaari
kang gumamit ng mga ser-
bisyo ng tulong sa wika nang
walang bayad. Tumawag sa
1-870-508-7770.

Arabic
adg shs: 1) o st
Idg smgse <ol Fapl 1dp e
UJ& %55 gl Jet \_\\J?E\Q.
Iogad s 1-870-508-7770

German

ACHTUNG: Wenn Sie
Deutsch sprechen, stehen
Ihnen kostenlos sprachliche
Hilfsdienstleistungen zur
Verfugung. Rufnummer:
1-870-508-7770.

French

ATTENTION : Si vous
parlez frangais, des services
d’aide linguistique vous sont
proposés gratuitement. Ap-
pelez le 1-870-508-7770.

Hmong

LUS CEEV: Yog tias koj hais
lus Hmoob, cov kev pab txog
lus, muaj kev pab dawb rau
koj. Hu rau 1-870-508-7770.

Korean

F9o|: 3t 018 A SHAIE
42, 201 x| MHEIAE F
22 0|85tA = UL
1-870-508-7770 Ho 2 T35}

st FAAI2.

Portuguese

ATENCAO: Se fala por-
tugués, encontram-se
disponiveis servigos lin-
guisticos, gratis. Ligue para
1-870-508-7770.

Japanese

EEEE  BAREES
n3Ea. BERoSEXE
ZCFRBAVWEREGED,
1-870-508-7770 £ T, HE
FICTIEBLIEZL,
Hindi

@ T ST AT o /ST
1-870-508-7770 U< HiT FL
Guijarati

YL oL dH AL olddl €l
i QUL HS AL

AHIZL HI2 GUAOH 9. 5l 52U
1-870-508-7770.
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SAFEGUARDING YOU

Baxter Health upholds the privacy rights of
individuals receiving medical treatment by setting
stringent guidelines on access and use of their
medical information.
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(OPPOSITE) PHOTOGRAPHY BY JAMES MOORE.

PRIVACY AND HEALTH
INFORMATION

Federal law protects the privacy right of individuals receiv-
ing medical care or treatment. These laws set strict guide-
lines and limitations on who can access, view or otherwise
utilize your medical information, by what means and for
what purpose.

WHO DOES THE LAW APPLY T0?

« Most doctors, nurses, pharmacists and pharmacy
personnel, hospital personnel, nursing home employees,
dentists and their office staff and those persons and
institutions providing mental health care. Vendors of all
the above are also subject to these same rules.

« Health insurance companies, HMOs and most employer-
provided group health plan personnel.

« Government workers who deal with healthcare assistance
programs such as Medicare and Medicaid.

WHAT INFORMATION IS PROTECTED?

- Diagnosis, treatment and other specific information
captured in your medical records pertaining to your
physical or mental health, diagnosis and treatment.

» Conversations between you and your physician, as well
as between the doctor and nurses or other health care
professionals regarding your care.

- Personal, billing and medical information contained in
your health insurer’s computer system.

WHAT RIGHTS DO YOU HAVE CONCERNING
YOUR HEALTH INFORMATION?

« You have the right to ask to see and/or receive a copy of
your health records.

« You have the right to have corrections added to your
health information.

« You are entitled to information explaining how your health
information is accessed, used and shared.

« You get to decide if you want to grant permission for your
information to be shared and with whom.

WHO CAN SEE AND RECEIVE YOUR HEALTH
INFORMATION?

Under federal law, medical providers, health care
institutions and health insurers MUST follow written
procedures when accessing and handling your personal
information. Under these guidelines, your information may
be viewed and shared among medical departments and
insurers, some of which are in other areas of the state or
country, as part of providing treatment or paying for care.

Specific instances under which your information may be

shared include:

- Facilitating your treatment and care (for example, among
various hospital departments or between your primary
care physician and specialists).

- For billing purposes to pay doctors and hospitals.

« With family, friends or others you designate to be involved
with your healthcare.

- By inspectors and regulators investigating claims against a
health care institution’s level of care, cleanliness or safety.

- When the public’s health is at risk or for required reports
to police (for example, reporting cases of the flu or other
illnesses, gunshot wounds and other injuries stemming
from the commission of a crime.)

Healthcare providers CANNOT give your health information
to your employer, use or share your health information for
marketing or advertising purposes or share private notes
about mental health counseling without your permission.

% VOICING CONCERN

If you believe your information privacy rights are

being denied or violated, please notify the Privacy
Officer at (870) 508-1015 or risk@baxterregional.org.
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DISCHARGE

COMPLETE THIS HANDY CHECKLIST
BEFORE YOU GO HOME

Discharge Summary

This document details the reason for your hospital stay, the
physician and other medical personnel who provided care,
the procedures that were done and the medicines that
were prescribed. The Discharge Summary may also incor-
porate your detailed Medicine List.

Medicine List

This document should list new and existing medications, in-
cluding over-the-counter medications, vitamins and supple-
ments. Review this list carefully and ask any questions you
may have concerning dosage, medical interactions, time of
day to take your medicine and whether to take with food or
liquids. This list may be included as part of the discharge
summary.

New Prescriptions

Before being discharged, make sure the pharmacy has

any new prescriptions ready. Make plans for refilling those
prescriptions or picking up your medications from the phar-
macy.

Local Resources

Make a plan for any in-home health care services you may
require during your recuperation. Ask the discharge planner
for recommendations in finding after-care groups or support
groups as needed to help you during your recovery.

# TOBETTER UNDERSTAND

To help ensure that you understand instructions and
your medical treatment details, repeat back what
you hear when speaking to the physician, nurse or
discharge planner.

+ APPEAL YOUR DISCHARGE

If you disagree with discharge and want to appeal,
share your concerns with your discharge planner
or physician. You also may need to reach out to
Medicare, Medicaid or your insurance company to
discuss options for covering the cost of additional
time in the hospital.
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Post-Discharge Services

Following your hospital stay, you may require one or more
types of ongoing help. Recognize these areas of daily life
and make plans to get assistance concerning:

Home Care: Tasks such as cooking, cleaning, laundry and
shopping.

Personal Care: Daily activities of bathing, dressing, toileting
and eating.

Healthcare: Taking medications, performing injections,
attending to wounds, getting to and from doctor’s appoint-
ments or physical therapy.

Follow-Up Instructions
In addition to understanding your medications, determine:

- Foods and activities to avoid

« Scheduling follow-up visits and tests

« Caring for incisions or changing wound dressings

« Use of medical equipment

« Warning signs to note and contact numbers for questions
or issues

DON'T WAIT UNTIL DISCHARGE TO MAKE
YOUR TRANSITION PLANS

Simply put, taking steps to plan for a successful transition
as soon as possible during your stay in the hospital in-
creases the chances for a healthy recovery. Having a game
plan for discharge not only helps make your dismissal run
smoothly, it also helps reduce the chances of being read-
mitted by going over final instructions and treatment details.

Another benefit of starting the process early is that it allows
you and your family time to locate any post-discharge facili-
ties or services you may need, such as home health care, a

rehabilitation facility, nursing home or other skilled care. For
help in comparing these providers, visit www.medicare.gov/
nursinghomecompare, www.medicare.gov/homehealthcom-
pare or www.qualitycheck.org.

Review the following with your discharge planner:

« Your discharge summary and plan

« Your complete medicine list and medication instructions

« What to do and who to call if you don’t feel well

« Your upcoming appointments for tests, physical therapy or
follow-up doctor visits

- Additional resources or services in the community




UNDERSTANDING

YOUR BILL

Hospital billing statements may seem complicated, but there are
steps you can take to understand the various charges and credits.

First, make sure you know and understand exactly what your
bill covers. Depending on the length of your stay, you can
expect to see things such as room charges, meals, 24-hour
nursing care and medicines as well as any special services
like X-rays and lab tests. These charges are all itemized,
making it easier to see what you’re being charged for. Re-
member, you'll receive additional bills from doctors, surgeons
and specialists separately from your hospital statement.

For questions, call the customer service number listed on
any of your statements.

MEDICARE

Patients that have Medicare must fill out an MSP (Medicare
Secondary Payer) form, ensuring Medicare only pays for
services not covered by other insurance. If you have sec-
ondary insurance, this usually covers Medicare deductibles;
if you don’t have secondary insurance, you need to pay
these amounts out of your own pocket.

After being discharged, you will receive a document from
Medicare called a Medicare Summary Notice or MSN.
These quarterly reports provide a summary of charges and
payments. Take the time to review carefully:

« The amount your doctor(s) charged

« The amount Medicare approved and paid
» The amount you owe

« Your current deductible status

COMMERCIAL INSURANCE PROVIDERS

For those patients who utilize commercial insurance pro-
viders, the process works differently. The hospital forwards
your claim (bill) based on the insurance information you
provided at registration. About a month after you leave the
hospital, you’ll get an explanation of benefits (EOB) state-
ment from your insurance provider.

The EOB is not a bill, it is a document that shows a summa-
ry of charges from the doctor or hospital as well as showing
how much of that is covered by your insurance. Whatever’s
left over is your obligation to pay, which is why it is critical

that you review the EOB and all other bill-related docu-
ments carefully. If you have questions, contact your doctor
or the customer service number listed on the statement.

SELF-PAY PATIENTS AND PAYMENT
ARRANGEMENTS

Patients who pay the bill without either Medicare or a com-
mercial insurance provider receive bills directly from the
hospital. Call the hospital’s financial services department to
set up a payment plan after you receive your first bill. Don’t
put this off; if you don’t set up a payment plan or if you stop
making payments, your account may be placed with a col-
lection agency. Communication with the financial services
department is key — the hospital wants to work with you, so
reach out with any questions or concerns you have.

+ BILLING TERMS T0 KNOW

Deductible: The amount you owe for a medical procedure
that comes right off the top. For example, if you have a $500
deductible and the medical bill is $1,000, the first $500
comes from you and the remainder is paid by insurance.

Co-payment: A flat fee you pay for a specific service,
usually due at the time of service, such as a flu shot.

Coinsurance: The portion of your medical expenses that
you're responsible for paying after insurance has paid its

portion. Say your insurance covers 80 percent of the bill,
you pay the remaining 20 percent.

Coordination of Benefits (COB): COBs are required when a
patient is covered under two or more insurance companies.
This can occur when spouses or partners are listed on

each other’s insurance policies or when both parents carry
their children on individual policies. To prevent duplicate
payments, COBs determine the primary payer when you’re
admitted. Insurance companies generally require the COB
be completed before they pay anything on a claim.
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ADVANCE
DIRECTIVES

Making Sure Our Patients Are Covered

Everyone has different wants and needs when it comes

to medical care. And while it is your right to choose what
treatment will be applied, the simple truth is in certain medical
situations you may not be able to communicate health care
instructions or give other input on your own behalf.

Advance directives are documents which provide
guidance to your loved ones and physicians as to your
medical wishes in the event you are unconscious, too ill to
communicate or otherwise cannot speak for yourself.

Advanced directives are available in every state, but laws
often vary. For this reason, an attorney may be helpful to
ensure the directive satisfies the laws of the state where
they live. However, a lawyer is not necessarily required; you
can also inquire with the Admissions Department or your
nurse if you have any questions.

Generally speaking, advance directives fall into one of two
categories:

+ MAKE YOUR WISHES KNOWN

Among your admission forms is an advanced
directive. Be sure you (or your healthcare proxy) fills
this out each time you enter the hospital. This helps

ensure the most current information and directives
are on file. You do not need a lawyer to fill out
these forms. For more information or to obtain an
advanced directive, contact Continuity of Care at
870-508-1470.
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LIVING WILL

A living will provides instructions for loved ones and
medical personnel concerning life-prolonging medical care.
For example, whether or not to use CPR for resuscitation of
a stopped heart, using a ventilator to breathe for you; using
feeding tubes and IVs if you cannot eat and drink naturally;
and when to discontinue life support altogether. A living will
allows you to be very specific about the medical technology
that you wish to accept or refuse, thus taking some burden
off your loved ones.

DURABLE POWER OF ATTORNEY

Durable Power of Attorney is a more comprehensive and
far-reaching document that specifies who will handle

your affairs including, but not limited to, healthcare. This
person, called a healthcare proxy, is empowered to make
medical decisions for you if you're unable to do so both

in emergency situations and for other medical situations
such as treatment options, blood transfusions, kidney
dialysis, etc. Durable power of attorney also covers who
you designate to manage your finances if you are not able
to do so yourself, although the same person does not have
to perform both roles.

Needless to say, putting such important issues into

the hands of another must be done with care. Choose
someone you trust and make sure that person knows
you’ve designated them and that they agree to represent
you in this capacity. It is critical that you consult a lawyer to
create a durable power of attorney that serves its purpose
and meets the laws of the state in which you live.






