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Facility Status and COVID-19 Infections 
1. Is your site open? For what types of visits?
Insert your practice’s response here

Yes, even in this time of uncertainty, our practice is a place for hope and healing — and we're delivering the care you need. We're safely treating all patients, both in person and through virtual visits, in adherence with federal and state executive orders and guidance. We welcome both new and existing patients for in-person and virtual care.
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2. If the site has been closed, when do you plan to re-open? What guidance are you following to make these decisions?
Insert your practice’s response here

We plan to re-open once we have ample supplies of personal protective equipment (PPE) and full support for COVID-19 testing in adherence with federal and state executive orders and guidance.

New Safety Precautions and Patient Expectations
3. How are you screening patients for COVID-19?
Insert your practice’s response here

We are screening all patients for symptoms and possible COVID-19 exposure via a door screening process where you’ll be asked a series of COVID-19 screening questions and take a temperature check before entering our buildings.

4. What are your new precautions to minimize risk of COVID-19 transmission?
Insert your practice’s response here

When you visit, you'll notice:

· Strict limits to the number of people on campus
· Carefully monitored entrance points
· Screening of all patients for symptoms and possible COVID-19 exposure before entering our buildings
· Universal masking required for all patients, visitors and staff
· Waiting areas arranged for social distancing
· Enhanced cleaning of exam rooms and equipment after each patient
· Frequent deep cleaning of other clinic spaces


5. How should patients check in for their appointments?
Insert your practice’s response here

When you arrive, our staff will welcome you at your designated entrance. They’ll guide you through our door screening process, including:

· COVID-19 screening questions
· A temperature check

If your door screening goes smoothly, you’ll be reminded of important clinic safety guidelines, including use of masks, social distancing and visitor policies. Then, you can head to the floor for your appointment. If any symptoms or questions come up during your door screening, you’ll meet with a nurse right away for additional screening and testing for COVID if needed.

6. Are patients and visitors required to use masks?
Insert your practice’s response here

We require all patients, visitors and staff to wear a face covering or mask while on our campuses to guard against COVID-19 transmission. Please bring your own face mask or covering with you. 

7. How are you enabling social distancing measures within your office? 
Insert your practice’s response here

Our staff has taken special precautions to protect you in all waiting areas. You'll see:

· Extra supplies of hand sanitizer available to all
· Masking and social distancing guidelines posted and monitored by staff
· Seating arranged and marked to promote social distancing
· Robust cleaning and sanitizing practices
· Separate waiting areas for visitors with possible COVID-19 exposure

8. Will staff be required to take training related to these social distancing measures? 
Insert your practice’s response here

We take patient and staff safety seriously. We have detailed and thorough plans for patient care and protecting staff. Our healthcare staff at all locations have been trained and are prepared to care for patients and keep them safe from further infection. 

9. Are you offering hand sanitizer or disinfectant wipes? Are you requiring patients to use these upon entry?
Insert your practice’s response here

Extra supplies of hand sanitizer will be available to all patients, visitors and staff throughout our offices. We are not requiring patients and visitors to use hand sanitizer upon arrival, but strongly encourage it along with handwashing often. 
10. How are you physically separating patients with COVID-19 from those without?
Insert your practice’s response here

We have completely separate designated waiting areas, offices and patient beds for visitors with possible COVID-19 exposure.

11. What PPE will staff be wearing?
Insert your practice’s response here

A mask – N95 or better – and gloves.

12. What is your visitor policy?
Insert your practice’s response here

Patients in the outpatient clinic may have only one individual accompany them, with consideration for special exceptions determined by patient care teams. Please leave children under age 13 in the care of someone else at home unless they are receiving care at the clinic.

Patients in hospital units and the emergency department may have only one person visit them during their hospital stay. Visitors will not be allowed if the patient has a confirmed or suspected case of COVID-19.

· Exceptions may be made to allow more visitors for end-of-life care, hospitalized children, and other rare and unique circumstances.
· The visitor can come and go during approved visiting hours, but throughout the patient’s stay, only one person can visit.

13. If a patient cannot have someone accompany them to a visit, can that person dial in to the visit?
Insert your practice’s response here

We know that not having someone come with you can be an inconvenience and a potential source of stress. We are encouraging patients to have their care provider or loved one dial in during the visit. This can help answer questions and provide information that helps all members of your health care team. 

14. How are you handling payment and appointment follow up?
Insert your practice’s response here

We are following the Centers for Disease Control protocol in disinfecting our front desk area, including where we accept payments and co-payments. Our staff will be taking the necessary precautions set for handling payment methods, including disinfecting our credit card processers, pens and writing surface. 


15. Are you doing contact tracing?
Insert your practice’s response here

In accordance to local guidelines and guidelines provided by the Centers for Disease Control for contact tracing, a core disease control measure employed by local and state health department personnel for decades, is a key strategy for preventing further spread of COVID-19. Should any of our patients be diagnosed with COVID-19, we will work with local health personnel to inform those who may have been exposed to the virus. We do this to ensure that those who may be in need of obtaining care can do so in a timely manner and self-isolate per established protocols.

Guidance on Telehealth Availability and Usage
16. Are telehealth services available for patients?
[bookmark: _Hlk41929236]Insert your practice’s response here
Video and phone visits can be great options for appointments before, after or in place of face-to-face care. Appointment coordinators will recommend a virtual or telephone visit if it best fits your individual needs.

17. Are all providers in the practice available via telehealth? If not, how will I know if my provider is available for telehealth? 
Insert your practice’s response here
All of our providers and nursing staff are available for telehealth visits. In addition to meeting with your physician, you may be scheduled to meet with our nurse practitioners. 

18. How long will patients typically have to wait for a telehealth appointment?
Insert your practice’s response here
The process and wait time is similar to scheduling an in-person visit. When we receive your appointment request, we will call you for scheduling. Appointments are made based on availability of your care provider and the time needed to provide you with focused care.

19. What types of services can be handled effectively via telehealth?
Insert your practice’s response here
Almost any exam be conducted via a virtual visit, but certain types of visits may be more effective via telemedicine such as new patient and follow up visits. If your treatment plan requires diagnostic testing and lab work, together, we will make the appropriate arrangements for next steps.

20. How can patients schedule a telehealth appointment?
Insert your practice’s response here

Please contact our appointment scheduler as you normally would and request to set up a video visit with your provider. Following the set up of your appointment, we will provide you with detailed instructions that includes the time of your visit and detailed instructions for downloading the free, secure app we use for video visits. 

If preferable, this visit can also be held over a phone call.  
21. How long is a telehealth appointment and do patients need to do anything to prepare?
Insert your practice’s response here
We allocate the same amount of time needed to address your needs whether in-person or via virtual and/or phone. 

It is important to prepare for this visit the same as if you were coming in to see us. To maximize the effectiveness of your visit, please do the following:
· Fill out any paperwork or make sure what we have on file is up to date.
· Check with your insurance company to ensure coverage for your visit.
· Write down any questions or points you want to raise with your provider. Include symptoms, recent monitoring such as blood pressure or glucose levels and list of current medications. Keep your pen and paper nearby for new notes.
· Test your equipment by ensuring your phone sound is on and that your camera has access to the app you have downloaded. 
· Plan where you want your visit to take place. This may be best in a private, quiet setting to minimize interruptions during your visit. 
· Consider having someone else join you. It might be helpful to have a family member sit on the call with you to help take notes or to raise other concerns with the provider if you forget something.
· Minimize distractions so that you can give your provider your undivided attention. Shut off notifications on your cell phone and shut down apps that might create distractions or noise.

22. Once an appointment is scheduled, what will happen next? How do I know next steps for connecting with my provider at the time of the telehealth appointment? 
Insert your practice’s response here

Upon confirmation of your appointment, we will provide you with detailed instructions that includes the time of your visit and detailed instructions for downloading the free, secure app we use for video visits. 

23. What digital platform is used for telehealth appointments? Will I need to download any software beforehand? 
Insert your practice’s response here
In order to ensure the privacy of your visit, we utilize SYSTEM, an encrypted video platform that works with both Android and Apple platforms as well as with your home computer. This service is like a phone call, but more secure and interactive. Once your appointment has been scheduled, we will send you detailed instructions on how to download and prepare for your virtual appointment. 

24. How are telehealth appointments billed?
Insert your practice’s response here
Due to the impact of COVID19, the Centers for Medicare & Medicaid Services (CMS) has broadened access to Medicare telehealth services so that beneficiaries can receive a wider range of services from their doctors without having to travel to a healthcare facility. Many private insurers have also expanded what they’ll cover related to telehealth. If you have any questions, please contact your insurance provider or contact our business office as we may be able to provide you with information.
Contact Us with Questions or Concerns
25. What are the various channels for getting in touch?
Insert your practice’s response here

For any question regarding your care, please contact us at INSERT NUMBER. The prompts will guide you to the options for contacting our schedulers, nurse line and business office. You can also visit our website at INSERT WEBSITE. We are also on Facebook and Twitter INSERT SOCIAL HANDLES. 

26. If patients’ portals are an option, how can patients sign up for an account?

Please visit INSERT LINK TO PATIENT PORTAL to set up your account. Here you will be able to keep track of past appointments, view test results and keep track of future events. You can also use this portal to send private and secure messages to the staff who will then manage your inquiries as appropriate.

27. How long will it take to get a response?
Insert your practice’s response here

Your health is our primary focus and therefore, we will contact you immediately if there is anything we need to discuss regarding the immediacy of your care. For questions about appointments, please contact us at INSERT NUMBER to speak with one of our schedulers. For inquires submitted through our website, we try our best to respond to all patients within 24 hours for non-emergent responses. 


Sources:
https://www.cdc.gov/coronavirus/2019-ncov/php/principles-contact-tracing.html
https://www.telehealthresourcecenter.org/covid-19-resources/
https://health.usnews.com/conditions/articles/a-beginners-guide-to-a-virtual-doctors-visit
https://www.hhs.gov/sites/default/files/telehealth-faqs-508.pdf
https://www.mayoclinic.org/covid-19
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