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As a valued member and patient of North East Medical Services (NEMS), you have the RIGHT to:

ACCESS TO CARE

e Receive reasonable access to care.
e Know the time and location of appointments in advance.

CONSIDERATE AND RESPECTFUL CARE
e Receive considerate and respectful care regardless of your race, color, national origin, sex, age, disability,
religion, culture, language, appearance, beliefs, values, physical or mental condition, sexual orientation,
gender identity, or source of payment for your care.
e Receive care in a safe setting, free from abuse and harassment.
e Receive information in a manner that you can understand.
e Receive interpreter services to assist you.

ACTIVE PARTICIPATION IN YOUR CARE

e Participate in all decisions relating to your health care.

o Designate a representative or surrogate decision maker if you are unable to fully participate in treatment
decisions, as allowed by law.

e Have written instructions about your care prepared in advance (advance directives) and have those
instructions honored.

e Participate in resolving conflicts about care, including ethical issues that impact care.

e Receive appropriate assessment and management of pain.

e Leave the NEMS clinic(s) and/or refuse care even against the advice of providers.

e Choose if you would like to allow health professional students and medical residents to participate in
your care.

KNOWLEDGE AND INFORMATION

e Know the names of the providers who are treating you.

e Know who has primary responsibility for coordinating your care.

e Receive the necessary information about any proposed treatment or procedure you may need in order to give
informed consent or refuse a course of treatment, in accordance with the law.

e Receive information about the outcomes of care, treatments, or services that have been provided, including
unanticipated outcomes.

e Beinformed about NEMS' payment policies.

e Examine and receive an explanation of your bill regardless of source of payment.

PRIVACY AND CONFIDENTIALITY

e Confidentiality and privacy of all communications and information pertaining to your care.
o Access, review, and request amendments to your medical records.
e Know how your protected health information (PHI) will be shared within NEMS or with outside agencies.
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RESPECT FOR YOUR PATIENT RIGHTS

Have your complaints heard, and to have a fair and efficient process for resolving your differences with the
clinic or with NEMS providers. You have the right to file a complaint or grievance with the State Department of
Health Services.

As a valued member and patient of NEMS, you also have the RESPONSIBILITY to:

Cooperate with the providers who are caring for you at NEMS. You should follow their instructions and
treatment guidelines.

Provide, to the best of your knowledge, accurate and complete information about your present complaints,
pastillnesses, hospitalizations, medications, and other matters relating to your health.

Report unexpected changes in your condition.

Ask questions if you do not understand something or if you are unsure about the advice you are given.

Work with your health care provider to develop a pain management plan.

Accept the consequences if you do not follow the care, service, or treatment plan.

Keep appointments on time. If you need to cancel or reschedule an appointment, please call NEMS as soon as
possible.

Use your NEMS Identification (ID) card or “yellow card” for yourself only. Your NEMS ID card cannot be used by
anyone else, nor are you permitted to use someone else’s NEMS ID card, to access services. False identification
in order to access care from NEMS is a form of healthcare fraud, which is not permitted.

Inform NEMS of any changes in address, telephone number, or insurance coverage as soon as possible.

Bring in any forms or identification cards—including your NEMS ID/yellow card, a photo ID, and all health
insurance cards—that are necessary for your treatment every time you come to the clinic.

Know what your insurance covers. Your insurance may not cover certain services that you receive from NEMS.
Although NEMS offers insurance eligibility verification as a courtesy, this does not guarantee that your
insurance company will pay for all services and fees. You are responsible for any fees not covered by your
insurance plan or health coverage.

Follow all NEMS rules and regulations regarding conduct. Be considerate of other patients by helping to
control noise; not eating, drinking or smoking; respecting others’ property and privacy; and following health
and safety guidelines.

Refrain from yelling, profanity, threats, derogatory names, racial insults, violence of any form, and all other
physical or verbal abuse of NEMS staff and/or other patients. Threats of any type or persistent misconduct or
abuse could be grounds for termination of care.

Please switch all mobile phones and devices to the silent or off mode while in the clinic, and refrain from
answering or making phone calls. Phone calls are only allowed in the first floor lobby or main entrance area of
each building. Please do not disturb other patients when speaking.

Recordings of any type (including photos, images, video, voice or audio recordings, etc.) and on any device or
format are strictly prohibited within or near all NEMS facilities unless specifically permitted by NEMS
Administration. This is to protect the privacy of other patients, staff, and visitors.

Be responsible for your personal belongings. NEMS is not responsible for loss or damage of any personal items
that that are left unattended on NEMS premises.

Go to the nearest hospital or call 911 when you have a medical emergency.
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NON-DISCRIMINATION DISCLOSURE

North East Medical Services (NEMS) complies with applicable Federal civil rights laws and does not discriminate on the basis of race,
color, national origin, age, disability, or sex. NEMS does not exclude people or treat them differently because of race, color, national
origin, age, disability, or sex. NEMS:
e Provides free aids and services to people with disabilities to communicate effectively with us, such as:
o Qualified sign language interpreters
o  Written information in other formats (large print, audio, accessible electronic formats, other formats)
e Provides free language services to people whose primary language is not English, such as:
o Qualified interpreters
o Information written in other languages
If you need these services, contact NEMS Member Services Department. If you believe that NEMS has failed to provide these
services or discriminated in another way on the basis of race, color, national origin, age, disability, or sex, you can file a grievance
with: NEMS Member Services Department, 1520 Stockton St, San Francisco, CA 94133, 415-391-9686 ext. 8160, Fax: 415-433-4726.
You can file a grievance in person, by mail or fax. If you need help filing a grievance, NEMS Member Services Department is available
to help you. You can also file a civil rights complaint with the U.S. Department of Health and Human Services, Office for Civil Rights
electronically through the Office for Civil Rights Complaint Portal, available at https://ocrportal.hhs.gov, or by mail or phone at: U.S.

Department of Health and Human Services, 200 Independence Avenue SW., Room 509F, HHH Building, Washington, DC 20201,
1-800-868-1019 (TDD 1-800-537-7697). Complaint forms are available at https://www.hhs.gov/ocr/complaints/index.html.

LANGUAGE ASSISTANCE SERVICES AVAILABLE

Spanish

ATENCION: Si habla espafiol, tiene a su
disposicion servicios gratuitos de
asistencia linguistica. Llame al 415-391-
9686 ext. 8160 (TTY: 1-800-735-2929).
Chinese

AE: MREERS, BAUGREESE
= 1BBNARTS . FEEE 415-391-9686 ext. 8160
(TTY: 1-800-735-2929),

Vietnamese

CHU Y: N&u ban ndi Tiéng Viét, cé céc dich

vy hd tro' ngdn ngtr mién phi danh cho ban.

Goi s6 415-391-9686 ext. 8160
(TTY: 1-800-735-2929).

Korean
FO: St E MEBSIAI= 82, 9 K&
NUBIAE 222 0|86t = USLICH

415-391-9686 ext. 8160 (TTY: 1-800-735-
2929) B2 Matol = AL,

Tagalog

PAUNAWA: Kung nagsasalita ka ng
Tagalog, maaari kang gumamit ng mga
serbisyo ng tulong sa wika nang walang
bayad. Tumawag sa 415-391-9686 ext.
8160 (TTY: 1-800-735-2929).

Burmese

2003[g|g - 300056] 2082005 [§Swro0m: 0B

e[gpdlont omomooys a0pme 08I 32931
208820905 80dee0oEgodeusclepdi p§:4lod
415-391-9686 ext. 8160

(TTY: 1-800-735-2929) o3 cal 3

Laotian

F9cno: [99N29191A29NIVNIVZOBHS
WELLWIFIZYNIV, L9 415-391-9686
ext. 8160 (TTY: 1-800-735-2929).

Arabic
Glaad old dalll K3 oty ek 13) Al gala
A deall Olaally el A 6 Ay salll Bac Lsall
ext. 8160 9686-391 (415)
.(2929-735-800-1:p841 5 muall il 3 )
Russian
BHWUMAHWE: Ecnu Bbl roBopuTE Ha
PYCCKOM A3bIKe, TO BaM A4OCTYMHbI
6ecnnaTtHble ycnyrm nepesoaa. 38oHuUTE
415-391-9686 ext. 8160
(TTY: 1-800-735-2929).
Ukranian
NPUMITKA: Akwo Bam noTpibHa
6e3KOLTOBHA AONOMOra PiLHO MOBOIO,
TenedoHynTe 3a Homepom 415-391-9686
noa. 8160 (TTY: 1-800-735-2929).
Japanese
ARFIE: AREEEINDGGS.
BHOERXEZCHRAVELETET,
415-391-9686 ext. 8160 (TTY:1-800-735-2929)
FT. BEFEICTITERCFZSLY,
Armenian
NFCUNMNF@3NFL" Beb fununwd Gp
hw)Gntl, www d6g wuddwp Ywpnn Gu
wnpwdwnnyb (Gqyulyuwl wewlygnipjwl
Swnw)nipjnculitn: 2wugwhwnbp
415-391-9686 ext. 8160 (TTY (htnwuwnhw)®
1-800-735-2929).
Hindi
€11 & TS 39 e Siera § ar 3maeh
ToIT HT & HIIT FETIAT AU YA & |
415-391-9686 ext. 8160
(TTY: 1-800-735-2929) WX hiel |

Farsi
gt 23S o SIR i gl 4 S Aa g
L3l e pal L (sl 0BGl Gy s L5
415-391-9686 ext. 8160
A8 ol (TTY: 1-800-735-2929)
Punjabi
fomrs fe§: 7 3ff Urreft s g, 3T amr feg
AafesT Ao 3973 8l Hes Qusay I 415-
391-9686 ext. 8160 (TTY: 1-800-735-2929)
Iy AI|
Cambodian
[wegs BasmgRlun manies,
toniswigsmean inwssisny
BnoIRANUDTIEAT 01 ¢1A0Y
415-391-9686 ext. 8160
(TTY: 1-800-735-2929)
Thai
Gruinnmanimngamaisnsaldiisni

sqenaanianEn 1Ene Tns 415-391-
9686 ext. 8160 (TTY: 1-800-735-2929).
Hmong

LUS CEEV: Yog tias koj hais lus Hmoob, cov
kev pab txog lus, muaj kev pab dawb rau
koj. Hu rau 415-391-9686 ext. 8160

(TTY: 1-800-735-2929).

Mien

LONGC HNYOUV JANGX LONGX OC: Beiv
taux meih giemx longc mienh tengx faan
benx meih nyei waac nor douc waac daaih
lorx taux 415-391-9686 ext. 8160

(TTY: 1-800-735-2929).
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