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QUICK REFRENCE PHONE NUMBERS

To contact the 311th Medical Squadron:  DSN: 240-

Commercial: 536-
When calling from on base:

Appointment (Dental) Line









4 - 1846

Appointment (Medical) Line









4 - 1847

Behavioral Health Services









4 - 3007

Command Section










4 - 2087

Credentials Office










4 - 6881 

Family Practice










4 - 4389

Immunizations










4 - 2733

Laboratory











4 - 2206

Outpatient Records










4 - 4389

Patient Advocate










4 - 3560

Pharmacy











4 - 2134

Public Health











4 - 6723

Radiology











4 - 3112

Referrals (Civilian/Military)









4 - 2928

Resource Management Office









4 - 3154

Telephone Consults Line









4 - 4389

TRICARE Service Center    








1-800- 406- 2832

Health and Wellness Center









4 - 4292

WELCOME
[image: image3.wmf]
Welcome to the 311th Medical Squadron, and to Brooks City Base Texas.  

Our goal here at the “Brooks Clinic” is to partner with you as a team to increase your health and well-being and that of your families.  We stand ready to assist you, when necessary, to overcome illness or to improve your physical or emotional health.

This handbook contains valuable information for both medical and dental clinic services, helpful Spanish medical phrases, and a listing of local hospitals with directions.

We are continually trying to improve our services to you and we welcome your suggestions.  If you have a suggestion or comment, please call us at 210 – 536-2087.

THOMAS L. DUQUETTE, Lt Col, USAF, BSC

Commander, 311th Medical Squadron 
[image: image4.png]



hours of operation

Medical Clinic (Bldg. 615)

Mon Thru Fri


            0800 – 1600

Appointment Line (M-F)

0730 – 1600
Immunizations (Mon-Fri)
            0800 – 1200 & 1300 – 1600

Dental Clinic

Mon-Fri



0800 – 1600

Sick Call (M-F)

            0800

AFTER HOURS CARE

“What do I do and where do I go if the Clinic is closed?”

There are several options you can choose:

a.  Reference your “Take Care of Yourself” or “Take Care of Your Child” book.
b.  GO TO THE NEAREST MILITARY or CIVILIAN EMERGENCY FACILITY FOR ALL EMERGENCIES!

EMERGENCY MEDICAL CARE

For all medical emergencies, immediately go to the nearest military or civilian hospital emergency room or call 911.  The 311th Medical Squadron is not equipped to handle medical emergencies!  For on base emergencies, call 911.

First, find out which medical emergency facility is closest to your home or location.  Make sure your family knows this is the facility of choice.  Next, determine the shortest route from your home/location to that facility.   If you are new to the area, we highly recommend you make a trial drive with your family to become familiar with the route to the emergency facility.  Periodically, drive and check the route for possible closed roads or detours.  Keep emergency phone numbers posted on or near the phone where children and adults can easily find them.  Learn CPR and First Aid from our community Red Cross volunteers.  Invest your time now.  It will make it much easier if an emergency occurs and may save a loved one.

“What civilian medical facilities can I use during medical emergencies?”

Below is a list of military and civilian hospitals in the local area and directions on how to drive to each from the Brook City Base front gate.  This listing does not imply an endorsement of any one civilian facility over the other.

BROOKE ARMY MEDICAL CENTER (BAMC)

(Tel 210-916-6127)

Go out the main gate (front gate).  Turn right on Southwest Military.  Take 281 (IH-37) North to IH-35 north.  Take IH-35 North past IH-410 interchange and you will see the BAMC exit sign.  Take the exit and turn left at the stoplight on to Fort Sam Houston.  BAMC will be right in front of you.  Just follow the signs to the emergency room.
Estimated driving time = 26 minutes

WILFORD HALL MEDICAL CENTER (WHMC)

(Tel 210-292-7331)

From the front gate, turn left onto SW Military Dr.  Stay on SW Military until you come to Bergquist Dr. (approx 11 miles).  Turn slightly Right onto Bergquist Dr.  End at 2200 Bergquist.

Estimated drive time = 12.9 minutes

SOUTHWEST TX METHODIST HOSPITAL 

(Tel 210-575-4000)  7700 Floyd Curl Dr. San Antonio, TX. 78229

From the main gate, turn right onto SW Military Dr.  Merge right onto I-37 N/US-281 N toward San Antonio.  Merge left onto I-35 S/US 81 S via exit number 142B toward Laredo.  Merge onto I-10 W/US 87 N via exit number 156 toward El Paso.  Merge onto I-410 W/I-410 Loop W via exit # 564A.  Take the exit numbered 14C toward Babcock Rd. Stay straight to go onto NW I-410 Loop.  Turn Right onto Babcock Rd.  Turn Right onto Louis Pasteur Dr.  Turn LEFT onto Floyd Curl Dr. end at 7700 Floyd Curl Dr.

Estimated driving time = 32 minutes

UNIVERSITY HEALTH SYSTEM

(Tel 210-358-4000)  4502 Medical Dr.  San Antonio, TX. 78229

Exit the main gate turning Right onto SW Military Dr..  Merge on to I 37/US-281 N toward San Antonio.  Merge onto I-35 S/US81 S via exit # 142B on the left toward Laredo.  Merge onto I-10 W/US 87 N via exit 156 toward El Paso.  Merge onto I-410 W/ I-410 Loop W toward Babcock Rd.  Stay straight to go onto NW I-410 Loop.  Turn Right onto Babcock Rd.  Turn Right onto Wurzbach Rd.  Turn Right onto Medical Dr.  End at 4502 Medical Dr.

Estimated driving time = 32 minutes

NORTHEAST METHODIST HOSPITAL

(Tel 210-650-4949) 12412 Judson Rd, San Antonio, TX. 78233

From the main gate, turn Right onto SW Military Dr. Turn Right onto S WW White Rd.  Turn sharp left onto SE I-410 Loop.  Merge onto I-410 N.  Merge onto I-35 N/US 81 N.  Take exit number 170B toward Toepperwein Rd.  Turn slight left onto N I-35.  Turn Right onto Gunn Rd.  Turn Left onto Judson Rd..  End at 12412 Judson Rd.

Estimated driving time = 25 minutes.

CHRISTUS SANTA ROSA NORTHWEST

(Tel 210-705-6300) 2827 Babcock Rd. San Antonio, TX. 78229

Exit the main gate turning Right onto SW Military Dr.  Merge onto I-37 N/US-281 N toward San Antonio.   Merge onto I-35 S/US-81 S via exit number 142B on the Left toward Laredo.  Merge onto I-10 W/US-87 N via exit 156 toward El Paso.  Merge onto I-410 W/I-410 Loop W via exit number 564A.  Take exit number 14C toward Babcock Rd.  Stay straight to go onto NW I-410 Loop.  Turn Right onto Babcock Rd. End at 2827 Babcock Rd.

Estimated driving time = 32 minutes

For more detailed information and directions from your residence, visit http://www.mapquest.com/
If you or a family member have visited an emergency room after duty hours, please notify the TRICARE Service Center at 1-800-406-2832 the next duty day after receiving treatment for continuity of care purposes.

Many personnel who live in South Texas enjoy the shopping and sight seeing in Mexico.  Here are some phrases that you may help you find health care while visiting these areas.

HELPFUL SPANISH PHRASES

ENGLISH




SPANISH


I don’t feel well



Yo no me siento bien

Where is a Hospital?



Dónde está un hospital
I am dizzy




Estoy mareado

I need medical care



Necesito el cuidado médico
I have fallen and need help


He caído y necesito ayuda




I have burned myself


Yo me he quemado



I am bleeding




Sangro




I have pain in my chest


Tengo el dolor en el pecho


Do you know a doctor?


Hágalo sabe a un medico

Please call an ambulance


Llame por favor una ambulancia

Can you help me



Puédalo me ayuda






.
CLINIC SERVICES

MEDICAL APPOINTMENTS:  Following the simple steps below will ensure the best possible access to care:

a. Please phone first for an appointment.  You may schedule an appointment by calling Central Appointments at 210-536-1847 between 0730-1600 (all beneficiaries) Mon-Fri.  

**For a Space-A appointment call daily after 1100. 

A limited number of same day appointments are available for acute health problems.  If you have a medical condition that has been bothering you for a long period of time, please schedule a routine appointment.

b.  TRICARE Online.  TRICARE Online is the new Internet portal to interactive health care services and trusted medical information. TRICARE Online was designed specifically to meet beneficiary needs for greater access and convenience in scheduling appointments, keeping health care records, and gathering information on medical and pharmaceutical care.  It is a web-based system for TRICARE Prime/Plus beneficiaries enrolled to the 311th Medical Squadron, which enables you to schedule routine and follow up appointments (within this facility only) from any laptop or personal computer.  It is universally accessible, portable, and secure for registered users.  Beneficiaries may register at www.tricare.online.com.  For more information on TRICARE Online please contact the TRICARE Service Center at 1-800-406-2832. 

c.  Arrive at your designated show time.  This allows time to find a parking space, accomplish necessary paperwork, and get your vital signs.  Arriving on time will ensure a timely appointment for you.  NOTE:  If you are 10 minutes late from your “show time” you will be given the opportunity to reschedule your appointment or wait and be worked in as the schedule allows.  

d.  Cancellation/No-Shows.  If you cannot keep an appointment, please call Central Appointments and cancel the appointment at least 24 hours prior to your scheduled appointment.  Failure to provide 24-hour notification will result in a No Show.  No Show letters are currently being forwarded to the unit commander.  Resulting action will be at the discretion of the respective commander.  During non-duty hours an answering machine is available to take your message.  Your cancelled appointment opens a slot for others who may otherwise have to wait and will avoid No Show letters.

e.  Walk-Ins.  Walk-ins are highly discouraged.  We strive to provide timely, as well as quality, health care to all of our customers.   If you feel you have a true emergency, please proceed to the nearest emergency room.  Those beneficiaries who elect to walk-in without a scheduled appointment will be triaged by a medical technician or nurse, and depending on the history and assessment, may be offered home care advice, offered an appointment at a later date, or may be seen by a provider as the schedule allows.

f.    Sick Call is by appointment only.   

g.  Space Available Policy.  Space available patients are defined as non-enrolled persons eligible for military health care.  In accordance with Title 10 and AFI 41-115, paragraph 1.4, those persons consist of active duty family members not enrolled in TRICARE Prime, retirees, survivors, and their family members not enrolled in TRICARE Prime, and civilian employees stationed overseas, TDY, or in the Air Force Occupational Safety and Health program.

All active duty personnel, regardless of service, are not space available, even if they are not empanelled to the 311th Medical Squadron.  In addition, any beneficiary enrolled in TRICARE Prime or Plus and empanelled to the 311th Medical Squadron, is not space available.  These beneficiaries are all priority for access in the clinic.  

Space available appointments are released at 1100 hours daily.  Space available appointments are considered appointments that are open, on that day, as of 1100 hours or later.  These appointments will be released at that time, for space available beneficiaries who desire to utilize the services of the 311th Medical Squadron must contact United Condordia (UCCI) prior to obtaining dental care from a civilian provider.  UCCI can be contacted at www.ucci.com or at 001-888-418-0466.  

h.  TRICARE Plus.  The TRICARE Plus program is a local military treatment facility based primary care enrollment program.  It provides beneficiaries who are unable to enroll in TRICARE Prime an opportunity to enroll with the 311th Medical Squadron for primary care services.  NOTE:  The beneficiary must possess a valid DD Form 1173, United States Uniformed Services Identification and Privilege Card and be direct care eligible.  There are no enrollment fees associated with this program.    (Enrolment in TRICARE Plus is for beneficiaries age 65 and older).

As a TRICARE Plus enrollee beneficiaries who elect to enroll will be designated a Primary Care Manager (PCM) as their principal source of care for Primary Care only.  TRICARE Plus is not transferable to other military treatment facilities.  You will be considered for care at other military treatment facilities on a space available basis.  

Specialty care must be provided by a civilian provider or within another military treatment facility where the capability exists.  Specialty care provided within a military treatment facility will be on a space available basis.  Retirees may use their TRICARE Standard benefit if they elect to obtain care in the civilian sector.  For more information please contact the TRICARE Service Center at 210-532-1485.  
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FAMILY PRACTICE:  The providers assigned to the medical clinic include three USAF board certified Family Practitioners and one Physicians Assistant.  Appropriate referrals for services or procedures not performed at the clinic may be obtained from your Family Practice provider.  All beneficiaries must see a provider at the clinic for all routine care unless authorized to do otherwise.  You must receive a referral from one of our providers prior to obtaining any specialty care, with the exception of mental health.

NOTE:  If you see a provider outside of the 311th Medical Squadron, you must report that visit and the treatment provided to ensure proper documentation, continuity of care, and follow-up by your Primary care provider.  This is essential to your safety and well-being.

WOMEN’S HEALTH CARE SERVICES:  Women’s health care encompasses both reproductive and gynecological services.  Gynecologic services may be obtained from any physician.  Obstetric (OB) care is referred out to Wilford Hall Medical Center (WHMC) at Lackland Air Force Base.  Appointments are required for any type of OB/GYN care except pregnancy tests.  For a pregnancy test you must initially make an appointment with your Primary Care Provider.  Family Practice will obtain some information from you, provide you with a specimen cup, and direct you to the Laboratory located in Room 134.  Obtain the first morning urine in the specimen cup and return to the Family Practice Clinic for instructions.

The medical technician will provide you with instructions on how to obtain your results.  Routine OB/GYN appointments may be scheduled through Central Appointments by calling 210-536-1847.  Please be specific as possible when making an appointment to assist our staff with providing you with the appropriate amount of time needed for your specific problem.

GYN appointments may be scheduled for a variety of reasons, such as PAP smears, breast exams, vaginal infections, treatment of venereal diseases, abnormal bleeding, family planning, contraceptive or infertility counseling, postpartum and post-operative GYN check ups.  Our appointments are not limited to the above.    

OB care is provided through Wilford Hall Medical Center. Once you are diagnosed as being pregnant, you will be provided an opportunity for education regarding your care and treatment during your pregnancy.  The PCO nurse will help you complete all of the necessary paperwork and obtain care at Wilford Hall.  Your care will continue to be provided through Wilford Hall until you reach the term of your pregnancy.

Spouses/Partners are welcome in the exam room for any OB/GYN appointment.  However, we ask that children not attend your appointments.  You may not be seen if you bring your children with you.  It is important to the patient-provider relationship to have no distractions during your examination.
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FLIGHT MEDICINE:  Hours of operation are from 0800 to 1630 Monday thru Friday.  The Flight Medicine clinic provides services to all flyers, their family members as well as test subjects and all students in the School of Aerospace Medicine.  Members on flying status must report all medical, dental, emergency, consults and mental health treatment to the Flight Surgeon immediately.  Appointments are booked through the Flight Medicine Clinic desk at 210-536-6884. (You can NOT make an appointment through the central appointments desk if you are on flying status).  If you are a healthcare provider, you are still required to obtain, and coordinate all care and services through the Flight Medicine Clinic.  This will ensure proper documentation, continuity of care, patient safety, and compliance with applicable guidelines.

IMMUNIZATIONS: Routine immunizations do not require an appointment.  Immunizations are given Mon-Fri from 0800-1200 and 1300-1630.

Children can receive immunizations without seeing a physician after the initial 2-month visit.  Bring the child’s immunization record to the Immunization Clinic at the times listed above.  Anyone PCSing should have a TB skin test no earlier than 60 days prior to departure.  You must bring your immunization and medical records when you come to the Immunization Clinic. Allergy testing is accomplished at Wilford Hall Medical Center.  Immunization Clinic personnel can be reached at 210-536-2733.

OPTOMETRY SERVICES:  The clinic does not have an optometrist assigned.  USAFSAM provides optometry services to active duty members only on Fridays.  Appointments are very limited and the provider will see active duty members only.  Call Central Appointments to book an appointment.  TRICARE allows one optometry visit per fiscal year (1 Oct-30 Sep) for active duty family members enrolled in TRICARE Prime.  Contact our TRICARE Service Center at 1-800-406-2832 for more information.  

LIFE SKILLS SUPPORT CENTER:  The Life Skills Support Center is located in Bldg 618 and provides [image: image7.png]


crisis intervention, individual counseling, marriage counseling, alcohol and substance abuse evaluation and treatment, child and spouse abuse intervention, stress management, and suicide prevention briefings to units in their respective duty stations, and other diagnostic and treatment services.  Briefings on other behavioral health topics are available upon request.  All authorized beneficiaries in need of mental health assistance may contact 210-536-3007.
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DENTAL SERVICES:  The Dental Clinic provides comprehensive general dental services for all assigned permanent party military members.  Emergency and other limited services are provided to TDY and student personnel.  The staff consists of 3 Air Force general dentists and one civilian dental hygienist.  While the staff is capable of providing most of your dental treatment needs, some care may referred either to Wilford Hall Medical Center or local civilian providers.  

Our hours of operation are Mon-Fri 0800-1630. The dental appointment line telephone number is 210-536-1846.  Walk-in appointments are available for dental emergencies and sometimes for brief examinations during Sick Call hours.  

Dental Sick Call is held Monday-Friday at 0800.   Please be advised that dental sick call patients will be evaluated, treated as needed to relieve pain, and then reappointed for definitive care based on urgency. 

After-hours emergency dental services are available to all DoD-eligible beneficiaries at the MacKown Dental Clinic, Lackland AFB.  Call 292-7251.  They have a dental officer on call at all times (non-duty hours).
PREVENTIVE HEALTH ASSESSMENT (PHA):  Air Force active duty Preventive Health Assessments (PHA) may require two separate appointments.  Call Central Appointments at 210-536-1847 to schedule your PHA during your birth month.  All other physicals such as retirement physicals, basic annual physicals, etc. are also scheduled through Central Appointments.  

HEALTH AND WELLNESS CENTER

The hours of operation are 0700-1600 Monday-Friday.  Located in Bldg. 805, the Health and Wellness Center (HAWC) provides services including fitness, nutrition and tobacco cessation courses. The fitness area of the Wellness Center is open from 0700-1600 Monday-Friday.  Wellness Center personnel can be reached at 210-536-4292.

All  City Base personnel are authorized to use the Wellness Center.

ANCILLARY SERVICES
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PHARMACY:  The Pharmacy is open Mon-Fri 0800-1630.  Pharmacy personnel can only fill a  prescription as written.  They cannot give you additional refills.  You must see a provider for additional refills.  If you have a Prescription from another facility, please call the Pharmacy immediately to make sure we have this drug in stock, and receive information on how to continue receiving the drug prescription or a suitable substitute. The phone number to call is 210-536-3333 for refills or 210-536-2134 for other questions or services.
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LABORATORY:  The Laboratory is located in Room 134.  NOTE:  Drawing room hours are from 0800-1630 Mon-Fri.   Laboratory personnel are responsible for obtaining and processing blood, urine, and other tissue specimens as required by the provider.  Test results are reported directly to your provider.  Not all tests are done at our Laboratory and specimens may be sent to a referral lab (WHMC or BAMC) for processing.  When this occurs, it may take a few weeks for the results to be returned.  If you have a request from another military facility, we may or may not be able to collect the samples here.  Please call the laboratory to find out before coming in to have it done.  Lab requests from non-military providers are not honored.  The laboratory phone number is 210-536-2206.
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RADIOLOGY: Radiology is also located in room 134 next to the laboratory.  Radiology technicians perform x-rays and other radiological procedures requested by your provider.  These procedures enable your provider to determine the cause of your problem and to be able to proceed with appropriate treatment.  Radiology is located in room 134 next to the laboratory.  The hours of operation are 0800-1630.  Mon-Fri.  When manning is down to only one person, the radiology dept. will close from 1200-1300.  A sign will be posted when this applies.  You can reach Radiology at 210-536-3112.

[image: image12.wmf]OUTPATIENT RECORDS:  The outpatient medical records of beneficiaries are the property of the US Government.  You are required to maintain your records in a military treatment facility (MTF).  If a record is not in a military facility, there is no way to ensure all of the important paperwork (i. e., lab slips, consults, results from civilian care, etc.) is placed in your record.  This omission could present a serious health risk.  All health records are considered privileged information.  Therefore, no information will be released without your written consent.  While this   assures you no one has access to your records, it may create problems within families.  Without written consent, you cannot pick up your spouse’s record nor that of a family member 18 years or older.  To avoid this situation, come to the Medical Records section to sign a consent letter giving your designated family member authority to pick up your medical record.  This consent letter must be signed and witnessed by an individual within the 311th Medical Squadron.
MANAGED CARE  

PATIENT REFERRALS:  
1.  Referrals to Civilian Facilities:  Once your provider has decided you should go to a civilian facility for more definitive care; he/she will initiate a civilian referral (DD Form 2161).  Immediately following your appointment with the provider, please go to the TSC located in Room 182.  Our Beneficiary Service Representative (BSR) will obtain the necessary information for processing and appointment scheduling for the referral.  You will be seen at the civilian facility for the duration of your specific treatment and care.  If you are unable to keep your scheduled appointment, contact the TRICARE Service Center or the civilian facility to reschedule.  The Beneficiary Service Representative (BSR) will assist you with scheduling any follow-up appointments.  TRICARE will pay for cost incurred on covered services for active duty and active duty family members.  This does not include parents and parent-in-laws.  Bills are not cost shared for retirees, their family members, and family members who are not enrolled in TRICARE Prime.  Those beneficiaries enrolled in TRICARE Plus must use their TRICARE Standard when being referred for civilian care.  The TSC staff can assist you with further details and on filing your CHAMPUS Claim, Patient’s Request for Medical Payment (DD Form 2642).  They will also provide you with any required paperwork to inform the hospital to return all results to the 311th Medical Squadron for entry into your outpatient medical record.  NOTE:  If you are referred to a civilian provider and the civilian provider requires    additional testing, specialty care, or durable medical equipment from another source you MUST contact the TRICARE Service Center prior to obtaining the additional treatment or equipment.

2. Referrals to Military Facilities:  When your provider initiates a military referral he/she refers you to the nearest military treatment facility (MTF) with the capability to handle your specific medical need(s).  This will generally be Wilford Hall Medical Center (WHMC) or Brook Army Medical Center (BAMC). 

3. We are unable to fill prescriptions written by local civilian providers, however, the TRICARE Service Center can assist you with having your prescription filled on the economy.  TRICARE will reimburse you the cost of prescription drugs for active duty and eligible family members enrolled in TRICARE Prime.  Retirees may use their TRICARE Standard benefit when prescriptions are filled on the economy.  The Pharmacy also issues “Authorization to Pick Up” forms, which is required for all patients who wish to designate another adult to pick up their medications on their behalf.  For further details call the Pharmacy staff at 210-536-2134.  
TRAVEL 
Patient Temporary Duty (TDY) Orders:  Based on the location of the referral, active duty and their family members may be authorized patient TDY orders.  Note:  Retirees and family members of retirees are not eligible for patient TDY orders.  If you are active duty Air Force or an active duty family member, the TRICARE Service Center personnel will coordinate the processing of your orders.  If you are active duty Army, Navy, Marine or an active duty family member of any one of these services, you will receive a letter of authorization for your unit Resource Management Officer or designated representative to prepare your orders.

If you are referred for specialty care that is available on the local economy and you elect to have care rendered at a military treatment facility, i.e., Brook Army Medical Center, Wilford Hall Medical Center, etc. you will not be reimbursed for any cost incurred.  Note:  You will only be reimbursed for your initial visit when traveling to another military treatment facility for Orthodontic treatment.   For more information on travel limitations please contact a TRICARE Service Center representative at 210-532-1485. 

PATIENT ADVOCATE

The 311th Medical Squadron is committed to providing you the best possible medical care.  If you are not fully satisfied or you have concerns about the care you received in our facility please call the Patient Advocate at 210- 536-3560.  Identifying things we did well are also welcome.

You have several options to have your concerns addressed.  You may complete a patient comment card and drop it in the comment card box located at the entrance of both the Medical/Dental Clinic, also at Life Skills or mail it to the 311th Medical Squadron, 8050 Lindbergh Landing, Brooks City Base, TX 78236. You may also complete the Opinion Meter Questionnaire located next to the pharmacy or just come in to the Quality Managers office located right next to the TRICARE Office in Room 184 of the clinic.  The Patient Advocate’s job is to investigate each concern, and ensure resolution of the problem as soon as possible.  All patient comment cards are forwarded to the 311th Medical Squadron Executive Management team for review.   

PATIENT’S BILL OF RIGHTS

Patient’s Rights are supported by the 311th Medical Squadron and are an integral part of the healing process.
1.  Information and Assistance.  You have the right to have information about the TRICARE program.  You have the right to receive accurate, easily understood information, and assistance in making informed health care decisions about providers, health plans, and facility report cards.

2.  Choice of Providers and Plans.  You have the right to choose your primary care manager to ensure access to appropriate, high-quality health care.  You have the right to TRICARE Prime access standards or to choose TRICARE Standard.

3.  Access to Emergency Health Care Services.  You have the right to access emergency care when and where the need arises.  Emergency services are covered without pre-authorization where acute symptoms are of sufficient severity that a “prudent lay person” could reasonably expect the

4. Respect and Nondiscrimination.  You have the right to considerate, respectful care from all members of the 311th Medical Squadron at all times and under all circumstances in an environment of mutual respect and free from discrimination.

5.  Confidentiality of Health Information.  You have the right to communicate with health care providers in confidence, to have the confidentiality of your medical health care information protected, and to review and copy your own medical records and request amendments to your record, subject to limited exceptions for which there is a clear legal basis.

6.  Complaints and Grievances.  You have the right to a fair and efficient process for resolving complaints and grievances, to procedures to appeal at an internal and external level.

PATIENT RESPONSIBILITIES

PROVIDING QUALITY HEALTH CARE is a complex task, requiring close cooperation between patients and providers.  You are expected and encouraged to assume reasonable responsibility for your health.
1.  Healthy Habits.  You have the responsibility to maximize healthy habits, such as exercising, not smoking, and eating a healthy diet, and avoiding knowingly spreading disease.

2.  Involvement in Health Care Decisions.  You have the responsibility to become involved in specific health care decisions, working collaboratively with health care provider in developing and carrying out a mutually agreed upon treatment plan for your care, disclosing relevant information, clearly communicating wants and needs and keeping the appointments you agree to when possible.  You also have the responsibility for informing your provider when you have concerns regarding your care, interested in making changes in your treatment between appointments and are taking non-physician prescribed remedies.

3.  Recognizing Risks and Limits.  You have the responsibility to 

recognize the reality of risks and limits of the science of medical care and
the human fallibility of the health care professional and being aware of a health care provider’s obligation to be reasonably efficient and equitable in providing care to other patients.

4.  Knowledgeable about the Military Health System.  You have the responsibility to become knowledgeable about the Military Health System, TRICARE coverage, options, and rules, as well as abiding by applicable procedures.

5.  Respect and Financial Obligations.  You have the responsibility to show respect for other patients and health workers and making a good faith effort to meet financial obligations.

6.  Reporting Fraud.  You have the responsibility to report wrong doing and fraud to appropriate authorities.

PATIENT SAFETY INFORMATION
For 311th Medical Squadron Patients

Take Charge of Your Health…Ten Steps to Safer Health Care

1.  Be an active and participating member of your health care team.

The single most important way you can prevent errors is to take part in your care decisions.                 

2.  Have your provider explain your individualized treatment plan for your condition or disease and use other reliable sources to learn about your treatment.  Treatment recommendations based on the latest scientific evidence are available from the National Guidelines Clearinghouse at http://www.guideline.gov.

3.  When hospitalized, know which one physician is in charge of your care while you are in the hospital.

4.  For any surgery, ensure you, your primary care physician, and surgeon all agree and are clear on what procedure will be performed.

5. Participation in Treatment Decisions.  You have the right to fully participate in all decisions related to your health care to include effective pain management, the option of using advance directives, discuss all current treatments including alternative treatments and discuss all risks, benefits and consequences to treatment, non-treatment and having a mutually agreed upon plan of care.  You also have the right to have family members of your choosing participating in your treatment.

6.  Ask your provider how and when you will get results of any test(s) or procedure(s).  If you do not get the results when expected, contact your provider to inquire about them.

Prevent Medication Errors and/or Reactions

7.  Make sure your health care providers know your allergies/adverse reactions and all prescription medications, over-the-counter, and vitamins/herbs you take.  Understand directions for taking, actions, side effects, and drug interactions of these.

8.  Make sure prescription labels can be clearly read, you understand how much medicine to take, and how often.

Understand Discharge Instructions and Home Care

9. Repeat home care or discharge instructions to the provider and get them in writing to avoid miscommunications.  Find out what you can do, can’t do, for how long, and when to return for follow-up care.
10.  Ask for clarification whenever you have any questions or concerns about your health care.  You have the right to ask questions and get answers you can understand.

Patient safety is everyone’s responsibility…

The 311th Medical Squadron team cares about you and has made patient safety a primary focus.  We want to recruit you as part of the health care team.  Your active participation in patient safety will help us prevent errors and keep you safe during your outpatient visit.  Help improve the quality or your health care…take safety seriously…we do.
ADVANCE DIRECTIVES

Federal law requires that adult patients receive information about their legal right to participate in decisions affecting their health care.  One option available to every adult is the right to make Advance Directives.  Advance Directives make your medical wishes known before any problem or medical crisis arise.  The following information is provided as part of the 311th Medical Squadron commitment to educate patients, families, and the community about Advance Directives.

If you desire an Advance Directive, please make an appointment with the Legal Office.  Written Advance Directive will require witnessing by persons other than health care providers, hospital employees, or relatives.  Once completed bring a copy of the directive to the Medical Records section for inclusion in your outpatient medical record.

IMPORTANT TERMS:

Advance Directive:  Written or verbal statements made by you indicating treatment wishes in the event you become incapacitated.  Advance directives may include living wills, durable powers of attorney, or similar documents conveying your preferences.

Living Will:  A written legal document that speaks for you if you become seriously injured or terminally ill and unable to communicate.  A Living Will has nothing to do with the distribution of your property.  This document can specify what kind of lifesaving and life-maintaining care or treatment you do or do not want to receive in case of terminal illness or serious injury.  If you have a Living Will, you should take a copy of it with you whenever you are admitted to a hospital.  Ask the hospital personnel to file a copy in your medical records.  Discuss your wishes with your doctor.  You should provide a copy of your Living Will to be filed in your outpatient medical record.

Durable Power of Attorney for Health Care:  This legal document lets you appoint someone to make medical decisions for you if you become unable to speak for yourself.  If you have a Durable Power of Attorney, you should take a copy of it with you any time you are admitted to a hospital.  This document gives legal power for medical decisions only, not property or financial matters.  You should provide a copy of your Durable Power of Attorney for health care to be filed in your outpatient medical record.

Organ Donor:  You can decide in advance whether you wish to be an organ donor.  If you want to donate organs in the event of your death, you will need to complete an organ donation card and carry it with you.  For further information, call 1-800-83-DONOR.

Verbal Directive:  If you have made decisions about your care and told your doctor and/or family about them, these too, are considered Advanced Directives, even though they aren’t written.  You have the right to accept or refuse medical care or treatment after discussing it with your physician(s).
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