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To our patients and their families:

Thank you for choosing Westfields Hospital for your health care. Westfields 
Hospital is a non-profit community hospital serving the area since 1950. Our 
mission is to improve the health of our patients and community by providing 
high quality health care which meets the needs of all people.

At Westfields we promise to:

•	 treat	you	with	dignity,	respect	and	compassion

•	 provide	you	with	accurate	and	timely	information

•	 actively	listen	and	involve	you	as	you	desire	in	your	care

•	 provide	hassle-free	access	to	the	services	and	care	you	need

•	 	anticipate	your	needs	and	provide	continuity	and	coordination	 
of your services

•	 provide	you	with	a	safe,	clean	and	healing	environment

We encourage you and your family to be actively involved in decisions about 
your own health care and hope you share feedback with us throughout your  
experience	in	our	care.	We	encourage	you	to	talk	with	your	caregivers,	the	 
nurse manager or the manager of the department in which you are receiving  
your care. 

When	you	return	home,	you	may	receive	a	survey	asking	about	your	stay	
with us. Please take time to complete and return it as this is one of the  
tools we use to make continual improvements to how we deliver care  
at Westfields. We value you and your feedback highly. If you feel that your 
needs	have	not	been	met,	I	would	like	to	hear	from	you.	Likewise,	if	there	
were	staff	members	who	went	above	and	beyond	in	your	care,	I’d	like	 
to know about that too! You may reach me directly at (715) 243-2850 or  
via email at steven.m.massey@westfieldshospital.com.

Once	again,	it	is	an	honor	and	privilege	to	serve	your	health	care	needs.	 
Thank you for choosing Westfields!

Welcome From Our CEO

Sincerely,

Steven Massey 
President & CEO
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Important Information & Phone Numbers

My room is: 

My phone # is: 

Calls — Landline & Cell

Local Calls: Dial “9” and the telephone number.  
(Local	calls	=	243,	246,	247,	and	248	prefix)

Collect or Credit Card Calls: Dial “9” 1-800-225-5288 for assistance.

Calling Card Calls: Dial “9” and the number on the back of your calling card. 
Follow the instructions.

Cellular Phones: Use of cellular phones is allowed in the hospital except  
in	the	following	areas:	Emergency,	OR	Services,	Special	Care	Unit	and	
Cardiac Rehab. Please check with your nurse.

Important Phone Numbers

Billing Questions: (715) 243-2785

Cancer Center: (715) 243-2800

Director of Quality: (715) 243-2876

Main Switchboard: (715) 243-2600

New Richmond Clinic – Main: (715) 246-6911 / Appointments: (800) 942-0795

Nurses’ Station: (715) 243-2610

OB Department: (715) 243-2680

Specialty Clinic – Main: (715) 243-2900 / Appointments: (715) 243-2893

TTY Line: (715) 243-2612
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General Information

Hospital Visiting
Family members are defined by you,  
the patient, and are not limited to 
relatives. We welcome your designated 
family members at any time. All visitors 
and family members are required to 
respect the privacy of other patients,  
and may be asked to leave if behavior  
is disturbing others. 

General Visiting Hours 
9 a.m. to 8:30 p.m.

OB Visiting Hours
10 a.m. to 8 p.m. 

Significant others may visit at any time.

We have a locked nursery and a secure 
OB department for your safety, and that 
of your baby. Parents or family members 
may not leave the department with their 
baby unless for discharge. The child must 
also be secure in a car seat before leaving 
the facility. 

Front Door Access 
Our main entrance is open from 6 a.m.  
to 9 p.m. daily. After 9 p.m., please enter 
the hospital through the Emergency  
Department entrance. 

Unattended Children
Visitors under the age of 12 must be 
accompanied by an adult, besides the 
patient, that is 18 years-of-age or older. 

WiFi/Camera Phones
Wireless internet is available in most 
public areas for those interested in 
accessing the internet via their laptops  
or other device while at the hospital.  
The use of the picture/camera portion  
of cellular phones is not permitted. 

Video Taping And Photography  
in the Obstetrics Department
The birth of your baby is a very special 
time and we recognize your desire to 
capture this event in photos or video. 
Our first concern, however, is the safe 
delivery for mom and baby. Photography/
videotaping is only allowed after the 
stabilization of the infant and upon verbal  
approval of the attending staff. Please visit 
with our perinatal staff to make pre- 
arrangements to take video or photographs.

Animal Visitation

Westfields’ Therapy Dog Teams
Therapy dogs can play an important role 
in patient recovery by brightening the day, 
providing a lively subject for conversation, 
and a warm distraction from discomfort. 
Therapy dogs are the personal pets of 
their handlers with whom they work as 
a team to provide comfort to patients, 
visitors and staff. Our therapy dogs have 
undergone extensive training and are 
certified by Therapy Dogs International, 
Inc. Therapy dog teams visit Westfields 
several times a month and will offer a 
special visit to you when they are here.

Can My Pet Visit Me Here?
Because we understand the special bond 
you have with your pet, Westfields has a 
policy which may allow your pet to visit  
you while you are here. Pets are limited to 
a domestic dog or cat that is the household  
pet of the patient. Patients will be required  
to assign a handler for the pet, who will 
remain with and be responsible for the 
pet at all times while on hospital grounds. 
To get more information on whether your 
pet may qualify for a visit, please contact 
the Social Services department. We will do 
our best to accommodate your request.
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Research shows that patients and their 
families who are more involved with their  
care feel they get better results and are 
more satisfied. Safety and satisfaction  
are priorities at Westfields Hospital. To  
become an active, involved and informed 
member of your health care team, we 
recommend that you:

•  Tell the doctor and nurse everything 
about your condition. This includes 
all symptoms, all medications you are 
taking (including over-the-counter 
and herbal medications) and your past 
medical history.

•  Make sure your nurse or doctor 
confirms your identity, asking your 
name and date of birth before any 
medicine or treatment is given. 
It is standard procedure for each 
staff member to ask for TWO forms 
of identification, and check your 
wristband — even if you think they 
know you.

•  Expect staff to introduce themselves 
when they enter your room. Look for 
their identification name badges.

•  Ask questions. We want you to be 
informed and an active partner with 
us in your care. Please write down 
any questions you have during your 
hospital stay and ask your care team 
to answer them. If you are given a 
medicine that you do not know about, 
ask us to tell you about the medication 
before you take it.

•  Let your doctor or nurse know if you 
experience changes. This includes any 
changes to your general condition or 
any new symptoms such as: nausea, 
dizziness or lack of appetite. Tell your 
nurse if you have questions about your 
tests or why they are needed.

•  Know what time of day you normally 
receive a medicine. If it doesn’t happen,  
bring this to the attention of your nurse 
or doctor.

•  Always verify that the medications you 
are given are intended for you. Your 
nurse should always verify your name 
and check your identification before 
giving medications. 

•  Remind them about any drug allergies 
you have.

•  Encourage hand hygiene for yourself, 
your visitors and your health care staff. 
Wash your hands or use hand sanitizer 
often. Feel free to ask a caregiver if 
they have washed their hands before 
caring for you. 

•  Respect other patients, the staff and 
the hospital. We ask that you and your 
visitors respect other patient’s privacy 
and treat the staff with respect. Please 
pay your medical bills on time and 
treat hospital property and equipment 
with care.

Get The Most From Your Health Care
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During Your Stay

Health Care Directives
Upon admitting, if you are 18 years or older, you will be asked  
if you have completed an Advance Medical Directive.

Advance Medical Directive is a term that refers to a person’s 
preferences about medical treatments if they are seriously ill  
or have been seriously injured. An Advance Medical Directive is 
a written plan that tells your family, friends and caregivers what 
health care treatments you would or would not want if you could 
not speak or respond for yourself.

The State of Wisconsin recognizes the Power of Attorney for 
Health Care. This form designates one or two “agents” (people 
who decide on health care treatments for you only if you are 
unable) and references some preferences for specific treatments 
such as feeding tubes and nursing home care.

Westfields Hospital Social Services staff has a packet of information  
and forms. They are available to help you with preparing a Power  
of Attorney for Health Care document or further discuss Advance  
Medical Directives. Contact the hospital Social Services department  
at (715) 243-2698.

Safekeeping Of Valuables
It is recommended that you send all valuables home with a family  
member or friend upon your arrival at the hospital. If you have 
a valuable item you wish to deposit into the hospital’s safe on 
admission or anytime thereafter, please speak with your nurse. 
The hospital does not accept responsibility for items unless they 
are deposited in the hospital safe. 

Tobacco Use
Westfields Hospital is a tobacco free campus and patients, staff,  
and visitors are not allowed to use tobacco while on campus. If you 
elect to use tobacco while a patient at Westfields Hospital, you 
will be required to sign a release form to leave the campus. We 
encourage you to check with your doctor about the opportunity 
to receive tobacco cessation materials and assistance, including 
nicotine replacement therapy, information regarding a Quit  
Line, self-help materials, group support classes and other  
educational materials.

TV Station Listing
Refer to channel 3 on your television for a list of all  
available channels. 

Make 
yourself 

at  
home.
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•  Speak up if you have questions or concerns, and if you don’t 
understand, ask again. It’s your body and you have a right  
to know.

•  Tell us about things that you feel are unsafe or not right. This 
includes things that happen to you as well as things you may 
hear or see around you.

•  Know what medications you take and why you take them. 
Medication errors are the most common health care errors.

•  Pay attention to the care you are receiving. Make sure you’re 
getting the right treatments and medications by the right 
health care professionals. Don’t assume anything.

•  Educate yourself about your diagnosis, the medical tests you 
are undergoing and your treatment plan. 

• Ask a trusted family member or friend to be your advocate.

•  Participate in all decisions about your treatment. You are  
the center of the health care team.

Safety and Security
At Westfields we are committed to your safety and well-being. 
We are always evaluating our environment and medical practices 
to assure that they meet the highest standards. If at any time 
during your stay you wish to report a safety issue or concern, 
please contact the Director of Quality and Compliance  
at (715) 243-2876.

Feel  
safe  
with  
us.

For Your Personal Safety
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Everyone feels and reacts to pain in 
different ways. Managing your pain is an 
important part of your care. When you are 
in pain or uncomfortable, it can affect the 
way you feel physically and emotionally.

The longer the pain goes untreated,  
the harder it is to relieve. When you take 
care of pain before it becomes a problem,  
you will:

• Heal faster.

•  Regain your strength faster. Patients 
with pain that is well-controlled seem  
to do better.

•  Be more comfortable with your entire 
health experience.

While you may not become entirely  
free of pain, our goal is to keep your  
pain as minimal as possible given your 
health issues and individual response  
to medications and other pain  
relieving measures.

To help us effectively manage your pain:

•  Tell us immediately. Be honest and 
don’t hide it. Talk with your physician, 
caregivers, family or friends.

•  Describe what makes your pain better  
or worse. Is the pain always there,  
or does it go away sometimes?

•  Describe how the pain affects your daily 
life. Can you sleep? Work? Participate 
in normal activities? Concentrate? Does 
the pain affect your mood?

•  Use descriptive words such as “cramp, 
sharp, ache, burning, throbbing, tingling,  
deep, etc.”

•  Work together with your caregivers  
to find the best treatment.

•  Make sure your caregivers know what 
medications you are currently taking.

•  Let caregivers know if you have had 
positive or negative experiences to taking  
certain pain medications in the past.

•  Provide feedback to your caregivers  
on how the pain treatment is working.

Other pain treatments include:

•  Relaxation techniques such as guided 
imagery, conversation and deep or 
paced breathing

• Massage

• Hot or cold packs

•  Using pillows or splints to protect 
incisions when coughing, laughing  
or changing positions

• Music and soothing sounds

If you are having pain or feeling anxious please let our staff know. We want 
to do everything we can to make your stay as comfortable as possible.

No Pain Mild Discomforting Distressing Horrible Excruciating

0 1 2 3 4 5 6 7 8 9 10

Managing Your Pain

How Would You Describe Your Pain?
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How Are We Doing?

We value feedback as to the quality of the services we provide. 
It is only by listening to our patients that we can improve. If at 
any time you have a concern, please talk to the nursing staff or 
supervisor on duty. If you are unable to do so, you may also call 
the charge nurse at (715) 243-2610 with any questions. If you are  
not satisfied with their resolution, the Director of Quality and 
Compliance is available to assist at (715) 243-2876. You may 
receive a patient satisfaction survey upon discharge and we want 
to assure that you are completely satisfied and would always 
recommend us as a provider of choice.

Follow-up Calls
Each nursing department strives to provide you with an exceptional  
experience. You may receive a follow-up phone call to see how you  
are doing. It is a great time to ask questions you may not have 
asked before discharge, or address any new concerns. 

Let us 
know.
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Care Team

You, The Patient

As a patient, you are part of the care team. 
We also recognize the importance of a strong 
support system of family and friends. We 
encourage you to have them present with you 
during conversations with your hospital care 
team and to assist you in determining your 
goals of care. If you have questions about your 
care, ask anyone on your care team.

Doctors
There will always be one attending doctor who is in charge  
of your care, in addition to other specialists who may see you, 
depending on your condition. The attending doctors may discuss 
your care with your primary doctor while you are in the hospital 
or after you are discharged. After you leave the hospital, your 
care will again be provided by your primary doctor.

Nursing Team
Nursing staff members include nurse leaders, nurses and certified  
nursing assistants. In addition, our health unit coordinators are  
typically found at the main desk of the patient care unit and can 
provide general information for you and your family. During your  
stay, the nursing staff will check on you hourly during the  
daytime and every two hours at night to see if you are comfortable,  
to address and anticipate specific needs you may have, and answer  
any of your questions. Our nurses will also help teach you about 
your illness or condition, and prepare you for discharge. 

Continued on next page.

It  
starts  

with  
you.
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Care Team

Surgery Team
If you are here for surgery, your nurse and other members of the  
surgical team will prepare you for surgery. A nurse anesthetist will  
talk to you about your medical history and the type of anesthesia 
that will be used to keep you comfortable during surgery. The 
surgeon will make sure you understand the procedure and will 
have you sign a consent form. 

Radiology
While you are in the hospital, your doctor may schedule radiology  
tests. Some tests last only a few minutes while other tests may 
take several hours and require preparing the night before. If 
X-rays are needed, they will be taken by a radiology technologist 
and then studied by a radiologist. If you have questions about 
your X-rays, please ask your doctor or the technologist in the 
radiology department. 

Laboratory Services
Laboratory tests help identify and keep track of many medical 
conditions. Most lab tests are done early in the morning so results  
can be available for the doctor during the day. Some tests, for a 
correct reading, require that you do not eat before the test. The 
Westfields Hospital Laboratory is accredited by the College of 
American Pathologists (CAP) for Forensic Urine Drug Testing.

Pharmacists
A hospital pharmacist reviews all your medications while you’re 
in the hospital to make sure that the dose is correct and to screen 
for drug interactions. Please let your nurse know if you have 
questions about the medications you are taking. For your safety, 
we will provide your medications in the form of a single unit dose 
whenever possible.

Continued on next page.

We’re  
here  
for  
you.
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Social Workers
Westfields Hospital offers a social worker 
to help coordinate medical care with other 
needs you and your family may have.  
The social worker will help you access  
the information, support and referrals you 
need before going home or being moved to  
another care facility. Please ask your nurse  
if you would like to talk to a social worker.

Chaplains
A Chaplain is available to provide spiritual 
and emotional support to you and your 
family as you adjust to your illness or 
injury, or in times of crisis, transition and 
loss. A chaplain can be called upon for  
blessings, prayers or rituals, discussions 
on treatment and end-of-life decisions, 
support with grief and loss, support and 
care at the end-of-life, bibles, sacred texts  
or other devotional materials, and referrals  
to community-based faith organizations 
that provide specific religious support to 
hospitalized individuals. Your nurse can 
call your minister, pastor, or priest for you 
if you wish. 

Nutritional Services
Our registered dietitian will ensure that 
you are on an appropriate diet for your 
medical condition and that you receive 
education regarding the diet prescribed by 
your doctor. Please contact the nutrition 
services staff for concerns about your 
nutritional needs.

Interpreters
Westfields Hospital offers interpreter 
services through a telecommunication 
language line. This service is available 
24-hours a day. If you need a language 
interpreter, please contact your nurse.

Speech, Occupational  
And Physical Therapy
A speech therapist may be recommended 
if you need help improving your ability  
to talk, understand, read, write and think. 
The therapist can also help if swallowing 
is difficult for you. An occupational 
therapist may be recommended to help 
you improve your ability to do everyday 
activities, such as eat, dress and get 
yourself ready for the day. The therapist 
may work with you to increase your safety  
and independence taking a bath or cooking,  
and help improve your arm and hand 
strength, coordination, memory, judgment  
and problem-solving skills. A physical 
therapist may be recommended to help you  
become more independent with walking 
and moving around. Your therapist will 
also help you improve your balance, 
strength and flexibility. 

Housekeeping Services
Your room will be cleaned daily by a 
member of the housekeeping team. Please 
inform your nurse if you have questions 
about housekeeping procedures. 

Ethics Consultation  
Committee
Usually patients, their families and health 
care providers agree on the best treatment 
plan. However, in some situations, issues 
may arise that require further discussion 
or consultation. The Ethics Consult Team 
is available to any patient, family member 
or friend to meet this need. If you are 
experiencing difficulty or uncertainty 
sorting through ethical decisions, or 
believe your values are not being fully 
considered, please feel free to request 
an ethics consultation by notifying your 
doctor or nurse.
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Going Home: The Discharge Process

Whether you are an inpatient and spend a  
night in the hospital, or an outpatient receiving  
same-day care, your physician and caregivers 
will help make your transition to home  
more comfortable.

For The Caregiver
Here are a couple of questions you may want to consider as you 
prepare for discharge.

Can you give the patient the help he/she needs? 
Have you been taught how to do needed cares/tasks?

Transitional Care/Swing Bed Services
The Swing Bed program is a Medicare program which allows  
a patient in the hospital to receive short term skilled nursing  
care or rehabilitation services. 

Swing Bed care is for medically stable patients who require 
additional skilled services such as physical therapy or restorative 
nursing prior to returning home or to a long term care setting. 
Providing rehabilitation for patients with diagnoses from 
generalized weakness to total joint replacement, Swing Bed  
care may also provide infusion therapy and wound care.

Take 
care.
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Recovery And Support
Your nurse will provide you with a written 
copy of your discharge instructions and 
carefully go over them with you to make 
sure you understand everything. Be sure 
your questions are answered before  
you leave. 

•  Medications. You may be given 
prescriptions for medications to 
continue or begin taking after you  
leave the hospital. Your nurse will call  
in new medications to your pharmacy, 
or you will be given a signed prescription  
to fill at your pharmacy. 

•  Special Instructions. You may  
have special home care instructions  
to continue or begin after you leave  
the hospital, such as exercises, wound 
care, precautions, etc.

•  Follow-up appointments and care. 
Your doctor will discuss with you what 
kind of care you need after you leave  
the hospital. You may be referred to 
your primary care doctor or clinic. 

•  Home Care. As part of your discharge 
planning, you and your care team will 
decide if you need additional home health  
care such as nursing and therapy. Some 
questions to be aware of:

 –  Do I need any special equipment at 
home? (Examples: walker, oxygen, 
blood sugar monitor)

 – Do I understand how to use it?

 –  How will my equipment be delivered?

 –  Treatment Referrals: You may need 
additional care from specialists to 
continue or maintain your recovery.

Your nurse will review your instructions 
with you and your caregiver. It’s important  
that you review and understand the 
discharge information. Please ask questions  
if you would like more information, or if 
there is something you do not understand. 
If you have further questions once you are 
home, please contact your physician.

Before	leaving,	check	closets	and	drawers	for	your	personal	belongings.	If	you	
have	valuables	in	the	hospital	safe	to	retrieve,	please	ask	your	nurse.	When	you	
are ready to leave a member of our care team will take you to meet your ride. 

Transpor tation
Taxi Information: New Richmond Shared Ride: (715) 246-2226

Ask your nurse if you need transportation assistance.

Check Out Process
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Hospital Bills & Insurance

Your Insurance Information
You will be asked to provide or present all 
insurance/third-party payer information. 
This is usually found on your insurance 
card, so please have your insurance cards 
with you when visiting with an Admission 
Representative by phone or when you 
come to the hospital. While Westfields 
Hospital will file insurance claims on your 
behalf, this does not release you from any 
responsibility for the charges billed to 
your account. Your insurance contract is 
between you and your insurance provider. 

Payments Due Prior To Service
Payments of deductibles, co-payments and  
non-covered services are also expected at, 
or prior to, the time of services. Payments 
may be made by cash, credit card or check.

What Does Insurance Pay?
It is important for you to know your 
particular insurance plan coverage and the 
co-pay requirement. Westfields Hospital  
cannot predict which services individual 
insurers will cover. 

Your employer or insurance agent can 
provide you with coverage information. 
Details on Medicare benefits are available  
at your local Social Security office. The 
phone number for Social Security is: 
(800) 772-1213. Many insurers limit 
payments to the “usual, customary, 
and reasonable payment.” We do 
not accept payment limitations from 
insurance companies with whom we 
do not participate or have contractual 
arrangements. Westfields Hospital will 
allow your insurance company reasonable 
time to process your claims and remit 
payment. Usually this is thirty (30) days 
from our billing date. Please recognize 
that we have no authority or responsibility 
with your insurance carrier. 

If you do not have any insurance coverage  
or have balances due after your insurance  
has paid your claim, you will be responsible  
to make the appropriate financial 
arrangements with the Westfields Hospital  
Business Office.

When Will I Receive My Bill?
If you are covered by Medicare and/or  
other insurance plans you will receive 
statements after insurance has determined  
balance owing. The status of your account 
will be noted on each statement. An  
itemized statement of your services will  
be sent to you upon request. Depending  
on the services you receive while you are a  
patient, you may receive statements from 
other providers. For example, you may 
receive separate statements for physician 
services, laboratory tests or other services 
and supplies.

Where To Call For Billing  
And Payment Questions?
If you have questions about your statements  
or wish to visit with a billing representative,  
please call:

Westfields Hospital Business Office
(715) 243-2785 
Hours: 8 a.m. – 4:30 p.m. M–F

Additional Customer Service Numbers
Medicare: (800) 633-4277 
Wisconsin Health Information Network: 
(800) 331-9446
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Guide To Patient Rights And Responsibilities

Right to Care: You have the right to 
appropriate care regardless of race, creed, 
color, national origin, religion, sex, age, 
disability or source of payment.

Care Providers: You are entitled to know  
who is responsible for and who is directly 
providing that care, as well as to choose 
your attending physician/provider.

Information About Treatment
•  You have the right to have a family 

member or representative and your 
physician notified promptly if you are 
admitted to Westfields Hospital.

•  You have the right to participate in the  
consideration of ethical issues that arise  
in your care including withholding 
resuscitative services, foregoing or 
withdrawal of life-sustaining treatment 
and participation in investigational 
studies or clinical trials.

•  You have the right to designate persons 
permitted to visit you during your 
hospital stay.

•  You are entitled to privacy, to the extent 
feasible, during the provision of care.

•  You are entitled to information 
concerning an experimental procedure 
proposed as part of your care and shall 
have the right to refuse to participate 
in the experiment/research without 
jeopardizing your continuing health.

•  You are entitled to receive information 
concerning your continuing health 
needs and alternatives for meeting those 
needs to enable you to participate in the 
development of your care plan and to 
make decisions that reflect your wishes: 
and to be involved in your discharge 
planning, if appropriate.

•  You will be fully informed, by a 
physician, of your medical condition 
unless medically contraindicated 
(as documented by a physician in 
the medical record) and if afforded 
the opportunity to participate in the 
planning of your medical treatment. 
You will be informed in advance about 
changes in care or treatment that may 
affect your well-being.

•  You will not be required to perform 
services for the facility that are not 
included for therapeutic purposes  
in the plan of care.

•  Individuals, who speak languages 
other than English, use alternative 
communication techniques or aides 
for those who are deaf or blind will be 
provided with interpretation and the 
hospital will take steps as needed to 
effectively communicate with you.

Continued on next page.
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Guide To Patient’s Rights And Responsibilities

Confidentiality Of Records
•  You will be assured confidential 

treatment of personal and medical 
records. You may approve or refuse 
their release to any individual outside 
the facility, except in case of transfer  
to another health care institution  
or as required by law or third party 
payment contract.

•  You have the right to have access to your  
medical record and be provided with the 
record in a reasonable time frame.

•  You have the right to confidentiality of  
communications pertaining to your care.

Consent
•  You have the right to make informed 

decisions regarding your care.

•  You have to give consent prior to 
administering treatment, except  
in emergency situations.

•  You may withdraw consent for treatment/ 
services at any time during your stay at 
Westfields Hospital.

Refusal Of Care
You are entitled to accept medical care  
or to refuse treatment to the extent  
provided by law and to be informed  
of the consequences of that refusal.  
When a refusal of treatment prevents 
Westfields Hospital or its staff from 
providing appropriate care according  
to its ethical and professional standards,  
the relationship with you as a patient may 
be terminated upon reasonable notice.

Hospital Bill
•  You are entitled to examine and receive 

an explanation of your hospital bill 
regardless of source of payment and 
to receive, upon request, information 
relating to financial assistance available 
through the hospital.

•  You will be fully informed prior to or at 
the time of admission and during your 
stay of services available in the facility, 
and/or related charges including any 
charges for services not covered under 
Title XVIII or XIX of the Social Security 
Act or not covered by the facility’s basis 
per diem rate.

Right To Transfer
•  You have the right to be transferred to 

another facility. This includes obtaining 
consent (for the transfer) be given full 
explanation, providing continuing care, 
and obtaining acceptance from the 
receiving facility prior to the transfer.

•  You may be transferred or discharged 
only for medical reasons, or for your 
welfare, or that of other patients, or  
for non-payment for your stay (except  
as prohibited by Titles XVIII or XIX  
of the Social Security Act) and will 
be given reasonable advance orderly 
transfer or discharge and such actions 
are documented in the medical record.
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Safety
•  You are entitled to a secure 

environment while you are a patient.

•  You have the right to be free from all 
forms of abuse or harassment and have 
the right to access protective services.

Advanced Directives
•  You are entitled to formulate advance 

directives and appoint a surrogate to 
make health care decisions on your behalf  
to the extent of the permitted law.

•  We will try to optimize your comfort 
and dignity (as a dying patient) through 
treating primary and secondary 
symptoms and try to effectively manage 
pain. We will respect the psychosocial 
and spiritual concerns of you and your 
family regarding dying and expression 
of grief.

Restraints
With regards to restraints, you have  
the following rights:

That a restraint is:

1.  Selected only when less restrictive 
interventions have been determined  
to be ineffective.

2.  In accordance with the order of a 
physician for a specified and limited 
period of time, or other licensed 
independent practitioner.

3.  In accordance with a written 
modification to the patient’s care plan.

4.  Implemented in the least restrictive 
manner possible.

5.  In accordance with safe and appropriate 
restraining techniques.

6. Ended at the earliest possible time.

7. Not used for discipline or convenience.

We will make every effort to communicate 
with your family whenever restraints  
are used. 

Pain Relief
With regards to a right to pain relief,  
the health care provider will:

1.  Inform patients at the time of their 
initial evaluation that adequate relief of 
pain is an important part of their care 
and respond quickly to reports of pain.

2.  Ask patients on initial evaluation and  
as part of regular assessments about the 
presence, quality, and intensity of pain 
and use the patient’s self report as the 
primary indicator of pain.

3.  Work together with the patient and 
other health care providers to establish 
a goal for pain relief and develop and 
implement a plan to achieve that goal.

4.  Review and modify the plan of care for  
patients who have inadequate pain relief.

Continued on next page.
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Guide To Patient’s Rights And Responsibilities

Transitional Care/Swing Bed
•  You may associate and communicate 

privately with persons of your choice. 
You may send and receive personal mail 
(unopened), have access to stationary, 
postage and writing implements, 
unless medically contraindicated (as 
documented by your physician in the 
medical record). You may have access to 
use a telephone where calls can be made 
without being overheard.

•  You may retain and use personal 
clothing and possessions as space 
permits, unless to do so would infringe 
upon rights of other patients and 
unless medically contraindicated (as 
documented by your physician in the 
medical record).

•  You will be assured privacy for visits 
with your spouse. If both are inpatients 
in the facility, you are permitted to share  
a room, unless medically contraindicated  
(as documented by the attending 
physician in the medical record).

Your Responsibilities
•  You are entitled to information about 

hospital rules and regulations affecting 
patient care and conduct.

•  To let us know whether you clearly 
comprehend a contemplated course of 
action and the things you are expected to  
do. If you do not understand something  
— please ask for further explanation.

•  To provide information about unexpected  
matters or changes in an expected course  
of treatment.

•  To be considerate of the rights of  
other patients, hospital staff, and 
hospital property.

•  To provide the hospital with accurate 
and timely information concerning your 
source of payment and ability to meet 
financial obligations.

•  To provide to the best of your knowledge,  
accurate and complete information 
about present complaints, past illnesses, 
hospitalizations, medications and other 
matters relating to your health.

•  To follow the treatment plan 
recommended by the physician 
primarily responsible for your care. This 
includes following instructions of nurses 
and health professionals as they carry  
out the coordinated plan of care and 
implement the responsible physician’s 
orders, and as they enforce the applicable  
rules and regulations.

•  To accept responsibility for your actions 
if you refuse treatment or do not follow 
the physician’s instructions.

•  To control your own behavior in terms 
of noise, adhering to the hospital’s “No 
Smoking” Policy.
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Grievance Protocol

Advise Us Of Any Dissatisfaction
If you, our patient, have a grievance or a complaint to file,  
we have a process available to you.

The purpose of this process is to improve the quality of care  
and services to our patients.

The first step of the process is for you to notify any staff member  
that you come in contact with, that you have a complaint. They 
will either advise you how to begin the grievance process or 
immediately put you in contact with someone who can assist 
you. They will give you the grievance form and begin follow-up 
action as soon as you complete the form and hand it in.

You also have the right to voice your concerns directly  
by contacting: 

The State of Wisconsin Department of Health Services Division 
of Quality Assurance

1 West Wilson Street 
Madison, WI 53703 
(800) 642-6552 
Or online at: dhs.wisconsin.gov

We’re  
here to  

help.
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Notice Of Privacy Practices For Clinics, Hospitals And 
Other Care Providers Affiliated With HealthPartners

This notice describes how we manage,  
use and protect your personal information. 
This notice describes how medical 
information about you may be used and 
disclosed and how you can get access to  
this information. Please review it carefully.

This notice is divided into three sections:

• An overview of our privacy practices;

•  A detailed description of those practices 
in our care delivery settings and the 
privacy rights of our patients;  
and

•  A summary of how our health plan 
members can get information about 
those practices and rights.

Section 1 — Summary Notice
We are required by law to maintain the 
privacy of your personal information and 
to provide and abide by the terms of this 
notice. We reserve the right to change the  
terms of this notice and make the changes 
effective for all the information we 
maintain. If you are a patient, a current 
notice will be prominently displayed at 
our care delivery sites and given to you 
if you ask. If we materially change our 
notice and you are a health plan member, 
you will receive a new notice within 60 
days of the change. Our privacy notice  
is also available at healthpartners.com.

We use and disclose your personal 
information to help with your treatment, 
payment for your treatment and our 
health care operations, and in other ways 
permitted or required by law. When the 
law requires us to get your permission 
before we release your information to 
another organization or person, we do so 
as described in the more detailed portions 
of this notice.

You have other rights related to your 
privacy. Those rights, and how you may 
exercise them, are described in the more 
detailed portions of this notice.
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Section 2 —  
Description Of Our Care 
Delivery Privacy Practices
This portion of our privacy notice describes  
how we, as health care providers and care 
facilities, manage and protect patients’ 
personal information. It also describes how  
you, as a patient, may exercise your rights 
with regard to your personal information.

The HealthPartners family (“we” or “us”) 
includes these affiliate organizations:

• Group Health Plan

• HealthPartners

•  HealthPartners Hospice  
and Palliative Care

• Integrated Home Care

• Physicians Neck & Back Clinics

• RiverWay Clinics

• HealthPartners Insurance Company

•  HealthPartners Central  
Minnesota Clinics

• Hudson Hospital & Clinics

• North St. Paul Transitional Care Center

•  Western Wisconsin Emergency  
Medical Services/Unity Ambulance

• Regions Hospital

•  HealthPartners Dental Group  
and Clinics

•  HealthPartners Medical Group  
and Clinics

• North Suburban Family Physicians

• RHSC

• Westfields Hospital

This list of affiliates may change from time 
to time.

What is “Personal Information”?
“Personal information” is information  
that identifies you and that relates to your 

past, present, or future physical or mental 
health, health care services and payment 
for those services. Personal information 
includes health information (such as 
diagnosis and treatment plans) as well  
as demographic information (such as your 
name, address, phone number, patient  
ID, social security or other identification 
number and date of birth).

How We Use And Disclose  
Your Personal Information
We use and disclose your personal 
information only as needed to conduct  
or support treatment, payment or  
related health care operations, or as  
otherwise authorized by you or by law.  
Examples include:

•  To provide health care services to  
you and coordinate care with your  
other providers;

•  To arrange for payment for services 
provided to you;  
and

•  To train our providers or to conduct 
quality reviews.

We may also use your information to 
contact you about appointments and  
let you know about other health services, 
treatment alternatives or other health-
related benefits and services that may  
be of interest to you.

In some cases we participate in an 
organized health care arrangement. 
Providers that participate in an organized 
health care arrangement will use and share  
your personal information as necessary to 
carry out your treatment, payment or for 
its health care operations. An example of 
an organized health care arrangement is 
a hospital and doctors on that hospital’s 
medical staff. The hospital and these 
doctors work together to provide you 
care. This notice covers the medical staff 
members who provide care to you in the 
hospital (unless they give you their own 
notice of privacy practices).
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When We Use Or Disclose  
Your Personal Information  
With Your Permission
In some situations, we may be required  
by State law to obtain your written  
consent in order to share your personal 
information with nonaffiliated people or 
organizations for treatment, payment or 
health care operations. If so, we may ask 
you to give us this consent every year or 
more frequently. If you do not give us this 
consent, then we may be unable to bill 
your payer for your services and may need 
to bill you personally instead.

There may also be times when we use  
or disclose your personal information  
in a way that is not considered treatment, 
payment or health care operations, and 
is not otherwise required or permitted by 
law, as described in this notice. In those 
situations, we are required to get your 
specific written authorization. If you do 
not wish to give your authorization, you 
may refuse without fear of reprisal. You 
may revoke your authorization in writing 
at any time, except if we have already 
relied upon it.

Our Other Uses And Disclosures  
Of Your Personal Information
Sharing When Required Or 
Permitted By Law. In some situations 
we may be required or permitted to use 
or disclose your personal information 
without your permission. Examples of  
these kinds of uses and disclosures include:

• When required by law;

•  To treat you in a medical emergency, 
where you are unable to give us your 
permission due to your condition;

•  To public authorities, for purposes  
of tracking controlled substance 
prescriptions, tracking and managing 
certain diseases, injuries and other 
health conditions, and protecting public 
safety, averting serious threats, disaster 
recovery efforts and national security;

•  To report instances of abuse or neglect, 
or other crimes;

•  To health oversight agencies, such  
as the State Department of Health;

•  In response to court orders and 
administrative demands;

•  To law enforcement in certain 
circumstances, such as in response to 
a search warrant or to report a crime; 
to correctional institutions relating to 
health care of persons in custody;

• To medical examiners or coroners;

•  For certain organ, eye or tissue donation 
purposes to aid in the donation or 
transplant of the organs, eyes or tissue;  
or

• For workers’ compensation purposes.

Notice Of Privacy Practices For Clinics, Hospitals And 
Other Care Providers Affiliated With HealthPartners
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Health Research. Sometimes 
our providers do health research in 
conjunction with the HealthPartners 
Research Foundation and nonaffiliated 
research organizations. In order for 
your personal information to be used 
or disclosed for research purposes, you 
generally must give us your permission. 
Only in certain circumstances may your 
personal information be used or disclosed 
without your authorization. For more 
information on the HealthPartners 
Research Foundation, visit the Research 
Foundation website at hprf.org.

Health Information Exchanges And 
Interoperability. We may participate 
in health information exchanges, record 
locator services and other similar activities  
designed to enable us and other providers 
to give you safer and more efficient care. 
We will get your permission to share your 
personal information for these purposes  
if required by law.

Facility Directories. In some of our 
inpatient facilities, we may create and 
maintain a facility directory. Facility 
directories allow switchboard and other 
staff to tell people that you are a patient 
and what room you are in. Unless you 
object, we may include the following 
personal information in the facility 
directory: (i) your name; (ii) your location 
in the facility (iii) your general condition; 
and (iv) your religious affiliation (for 
clergy visits).

Persons Involved In Your Care. 
Unless you object, we may disclose your 
personal information to your family 
members, to close personal friends,  
or to any other person identified by you,  
if the information is directly relevant to  
that person’s involvement with your care 
or payment related to your care. If you  
do not want us to disclose your personal 
information in these situations, you must 
let your caregivers know. We may also use 
or disclose your personal information to 
notify, identify or locate a member of your 
family. We will use our best judgment and  
experience in allowing people to pick up,  
on your behalf, filled prescriptions, 
medical supplies, X-rays or other forms  
of personal information. In some cases, 
we may require the person to show proper 
ID, and we may also require a signed 
authorization from you.

Fundraising Activities. We may 
contact you to raise money to support 
our mission. We may share limited 
information about you with our 
foundations so that the foundations can 
contact you about fundraising activities. 
If we or our foundations contact you to 
encourage a donation, you will be given 
the chance to tell us not to contact you 
about future donations.
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Your Privacy Rights,  
And How To Exercise Them
State and federal laws give patients  
several rights that relate to the privacy  
of their personal information. Each  
of these rights is described below. Any  
request by you to exercise these rights  
must be received by us in writing. If you  
would like more information on these  
rights, you may inquire using the Contact 
Information below.

•  Right To Review And Copy Your 
Personal Information. We maintain 
a designated record set of our patients’ 
medical records, billing records and 
other records used to make decisions 
about our patients and their care. You 
have a right to inspect and obtain a copy 
of your personal information that we 
maintain in this designated record set. If 
the designated record set is maintained 
in an Electronic Health Record, you 
may request a copy of your personal 
information in electronic format. We 
reserve the right to determine the format.

•  Right To Request An Amendment 
Of Your Personal Information. You 
have the right to request an amendment 
of your personal information in our 
designated record set. We will consider 
your request, but we are not required  
to agree to your changes.

•  Right To Restrict Disclosures To 
Health Plans. You have the right to 
prohibit us from disclosing to your health  
plan personal information related to a 
particular service, if you pay us for that 
service up front and in full.

•  Right To Request Other 
Restrictions Of Your Personal 
Information. You have the right  
to ask us not to use or disclose your  
personal information for any of the  
purposes described in this notice. We  
will consider your request, but we are  
not required to agree to your request.

•  Right To Request Confidential 
Communications. You have the 
right to ask us to communicate with 
you about confidential matters by 
alternative means or at alternative 
locations. We will make reasonable 
efforts to accommodate your request.

•  Right To Receive An Accounting 
Of Disclosures. Subject to certain 
exceptions, you have the right to receive 
from us an accounting, or listing, of  
instances when we released your personal  
information to nonaffiliated third parties.

•  Right To Obtain A Copy Of This 
Notice. You can request an additional 
copy of this notice using the Contact 
Information below. This notice is also 
available at healthpartners.com.

•  Right To Complain About Our 
Privacy Practices. If you believe we 
have violated your privacy rights, you 
may complain to us directly (see Contact 
Information below) or to the Office 
for Civil Rights of the United States 
Department of Health and Human 
Services. You may file a complaint with 
either us or the Office for Civil Rights 
without fear of reprisal.

Notice Of Privacy Practices For Clinics, Hospitals And 
Other Care Providers Affiliated With HealthPartners
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Contact Information 
We encourage you to contact us if you have any questions 
about this Notice of Privacy Practices or your privacy rights.

•  If you are a hospital or transitional care patient, please 
contact your care facility:

 –  Regions Hospital: Patient Representative Office:  
(651) 254-2372

 – Westfields Hospital: Privacy Officer: (715) 243-2783

 –  Hudson Hospital & Clinics: Privacy Officer:  
(715) 531-6247

 –  North St. Paul Transitional Care Center: 
Administration: (651) 777-7435

•  If you are a clinic patient, please contact the manager  
at your clinic.

•  If you are a home care or hospice patient, please contact your 
case manager.

•  Any patient is also welcome to contact our Privacy Office  
at (866) 444-3493.

Section 3 — HealthPartners 
Health Plan Privacy Practices
A description of our health plan privacy practices and the 
privacy rights of our health plan members can be obtained by 
contacting HealthPartners Member Services at (952) 967-5000, 
toll-free at (800) 883-2177 or (952) 883-5127 (TTY). You can 
also find a copy of our health plan notice at healthpartners.com.
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