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Welcomel

Hello. | want to start off by welcoming you to the PHS family. We are grateful
for the trust you place in us. We look forward to partnering with you to keep
your child safe and healthy at home. When you work with PHS, you get more
than just medical services — you get complete care. We provide a range of
services that support a growing child. We can help with insurance and give
warm hugs when life gets overwhelming.

As a Pediatric Center of Excellence, all decisions center around the needs
of our patients and their families. This approach touches every aspect of
our organization. It includes hiring and training our employees, supporting
medical non-profits, representing patients’ needs at the legislature, and
doing medical research. To continually improve service, we at times send
a patient experience survey and look forward to your feedback.

We have been providing home care for complex pediatric patients for over
three decades. Our mission is to take care of the child. Our goal is to make
a positive difference in the life of every family we serve. Our hope is children
with medical complexities have their best lives living at home participating
in their communities.

We look forward to supporting you and your child through your journeys.
Don't hesitate to call us if you have questions or concerns about anything
related to your child’s care. We are here to help.

Sincerely,

Adam Nielsen
Chief Executive Officer




LANGUAGE ASSISTANCE

If you do not speak or read English well, language assistance services,

free of charge, are available to you. Call PHS at:

1-800-225-7477
[TTY or TDD: 711]

Albanian / Shqip
KUJDES: Nése flitni shqip, pér ju ka né dispozicion shérbime té asistencés gjuhésore, pa pagesé.
Telefononi né 1-800-225-7477 [TTY or TDD: 711].

Amharic / xmicE

TNFOF: 015 LI RIICE N CFCHIP AC/S LCERTE IR ALTHPT THIBAPA: @L TLntAD-
BpC LM+ 1-800-225-7477 [TTY or TDD: 711].

Arabic /iy
sy demdl ol el a5 A el sae bl cileds (b el ) Gaanti i€ 13 cdds sale

1-800-225-7477 [TTY or TDD: 711]. iy puall isla £2)

Armenian / Qujbkpbu
NPTUALNPESNRL Bph jununid tp huybipkb, wuyw dkq wi]{wp Jupny kb npudwungpgby
Equljut wowlgnipjut Swnwynipniuttpn: Quuquhwpbkp

1-800-225-7477 [TTY or TDD: 711].  (hknwwnhuy)

Burmese / 30545
2003[gg§ - 20000¢) 20E20p5 [4§er00m32 03 egpdlont 93000007z 32093381 32981 0EI0R05 Bobeamntgadeotdugh
§:3905 1-800-225-7477 [TTY or TDD: 711]. 23 el Bl

Cambodian / iz;
tine fsismunfunt manigr, wndgwitnman wnwisAnayn Amumemntifuny g giniy
L3 <& ~ 2 L3 2“ L3 ¥ 4

<

1-800-225-7477 [TTY or TDD: 711].
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Chinese / ithxx
R AREEHEE S R R ESESEIIRG - FHEE
1-800-225-7477 [TTY or TDD: 711].

Farsi /ol
Ladi (51 n OB sy L) S g S e IR 8 (L) 40 R da gl

1-800-225-7477 [TTY or TDD: 711]. X ):&_, el

French / Francais
ATTENTION : Si vous parlez frangais, des services daide linguistique vous sont proposés gratuitement. Appelez
le 1-800-225-7477 [TTY or TDD: 711].

French Creole / Kreyol Ayisyen
ATANSYON: Si w pale Kreyol Ayisyen, gen sévis éd pou lang ki disponib gratis pou ou. Rele
1-800-225-7477 [TTY or TDD: 711].

German / Deutsch
ACHTUNG: Wenn Sie Deutsch sprechen, stehen lhnen kostenlos sprachliche Hilfsdienstleistungen
zur Verfligung. Rufnummer: 1-800-225-7477 [TTY or TDD: 711].

Greek / AAnvika
MMPOXOXH: Av pildte eAAnvikd, ot 0130eom cog Bpickovtal VINPEcieg YAWOGIKNG VTOGTNPIENGS, Ol
omoiec mapéyovion dwpeav. Karéote 1-800-225-7477 [TTY or TDD: 711].

Gujarati /d[¥RIdl

YUoll: %1 AN 9x2Al cllecll &, Al [R:9es einl Ust Acll dAHIRL HER Gudoed B.
$lot &3\ 1-800-225-7477 [TTY or TDD: 711].

Hindi /&8 '
T & g 39 Rl ST § af IR TIT 7 T F AT FERIAT AT 3TeTeRT g

1-800-225-7477 [TTY or TDD: 711]. G hlel

Hmong / Hmoob
LUS CEEV: Yog tias koj hais lus Hmoob, cov kev pab txog lus, muaj kev pab dawb rau koj. Hu rau
1-800-225-7477 [TTY or TDD: 711].

Italian / Italiano
ATTENZIONE: In caso la lingua parlata sia I'italiano, sono disponibili servizi di assistenza linguistica
gratuiti. Chiamare il numero 1-800-225-7477 [TTY or TDD: 711].
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Japanese / HZAiE
AEEIE HREZHEINDIGE., BEROEEXEZCHAWEREITET,
1-800-225-7477 [TTY or TDD: 711]. FT. BEFICTTEHLLEEELY,

Karen / unD
08:)1?508308— s;@ﬁmo%l mé 0’%83’908, §61:%ﬁ (Y%S@U)ﬁ@l@'ll&)'l OOC\)'IS:YR?JCO'ISOQ)'[ $O’)é1:¥)§&?%§(\%h 0%3
1-800-225-7477 [TTY or TDD: 711].

Korean / 130§

Fol: SRS ABOIAIE B2, 010 NI MHIAE 222 018 st 4 UsLIC
1-800-225-7477 [TTY or TDD: 711]. HOZ2 MaloH =AAIQ

Lao / ©w939290

{U0g9L: 799 VIEDIWIZI 290, NILOINIVFoBCTDNIVWIZ, LovLS e, ccivDuonltivan. tus

1-800-225-7477 [TTY or TDD: 711].

Nepali / Jyreh
&1 R IS AUTell Sleefges Hod AUISH! AP #7197 FerIT JaTe® fol:Qesh FIAT 3T S | Blef
IR 1-800-225-7477 [TTY or TDD: 711]. fefears

Oromo / Oroomiffa
XIYYEEFFANNAA: Afaan dubbattu Oroomiffa, tajaajila gargaarsa afaanii, kanfaltiidhaan ala, ni argama. Bilbilaa
1-800-225-7477 [TTY or TDD: 711].

Pennsylvania Dutch / Deitsch
Wann du [Deitsch (Pennsylvania German / Dutch)] schwetzscht, kannscht du mitaus Koschte ebber gricke, ass
dihr helft mit die englisch Schprooch. Ruf selli Nummer uff:

1-800-225-7477 [TTY or TDD: 711].

Polish / Polski

UWAGA: Jezeli méwisz po polsku, mozesz skorzysta¢ z bezptatnej pomocy jezykowej. Zadzwon pod numer
1-800-225-7477 [TTY or TDD: 711].

Portuguese / Portugués
ATENGAO: Se fala portugués, encontram-se disponiveis servigos linguisticos, grétis. Ligue para
1-800-225-7477 [TTY or TDD: 711].

Punjabi / dar=t
famrs fe€: A 3AT Ul 832 I3, 37 9 e AorfesT A 3973 B8 Hes SuzsEg I

1-800-225-7477 [TTY or TDD: 711]. 3 TS I

Page 3



Russian / Pyccxum
BHVMMAHWE: Ecnu Bbl FOBOPpUTE Ha PYCCKOM fA3blKe, TO BaM AOCTYMNHbl 6ecnnaTHble
yCnyrm nepesoga. 3BOHUTE 1-800-225-7477 [TTY or TDD: 711].

Serbo-Croatian / Srpsko-hrvatski
OBAVJESTENJE: Ako govorite srpsko-hrvatski, usluge jezicke pomoéi dostupne su vam besplatno.
1-800-225-7477 [TTY or TDD: 711].

Somali / Af-Soomaali
DIGNIIN: Haddii aad ku hadasho af Soomaali, si laguucaawiyo waxaa laguu diyaariyey adeeg luugadeed oo ah lacag la‘aan.
Kala soo xiriir 1-800-225-7477 [TTY or TDD: 711].

Spanish / Espaiiol
ATENCION: si habla espafiol, tiene a su disposicién servicios gratuitos de asistencia lingiistica. Llame al
1-800-225-7477 [TTY or TDD: 711].

Swahili / Kiswahili

KUMBUKA: Ikiwa unazungumza Kiswahili, unaweza kupata, huduma za lugha, bila malipo. Piga simu
1-800-225-7477 [TTY or TDD: 711].

Tagalog / Filipino
PAUNAWA: Kung nagsasalita ka ng Tagalog, maaari kang gumamit ng mga serbisyo ng tulong sa wika nang walang
bayad. Tumawag sa 1-800-225-7477 [TTY or TDD: 711].

Telugu / 3entd

@8 D%S)OG: 250F G BV 23° OJ‘Q"CD@J:‘O&QO‘DQB, ) 5050 O 3% Q3°00S 0D

Do ODFAD. [-xxx-XxxX-XxXX (TTY: 1-XXX-XXX-XXXX) & 5°e5 30%0&.
1-800-225-7477 [TTY or TDD: 711]. & 5°e5 dododd.

Ukrainian / YkpaiHCbKa
VBAT'A! SIKIIIO BH PO3MOBIISIETE YKPATHCHKOIO MOBOIO, BU MOXETE 3BEPHYTHUCS /10 OE3KOIITOBHOT

ciryx0u MoBHOT niaTpuMku. Tenedonyiite 3a HOMepoM
1-800-225-7477 [TTY or TDD: 711]. TejaeTanm:

Urdu / J-U‘

JS L i (e e il (S 3 (S 0L Sl g s g0l @l Sl
1-800-225-7477 [TTY or TDD: 711].

Vietnamese / Ti€ng Viét
CHU Y: N&u ban noi Tiéng Viét, ¢ cac dich vu hd trg ngdn ngir mién phi danh cho ban. Goi 6.
1-800-225-7477 [TTY or TDD: 711].

Yoruba / édé Yoruba

AKIYESI: Bi o0 ba nso edé Yorubu ofé ni iranlowo lori édé wa fun yin o. E pe ero-ibanisoro yi
1-800-225-7477 [TTY or TDD: 711].
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About PHS

EMERGENCY CARE

Call 911 if you think your child is having a life-threatening emergency. PHS does not
provide emergency medical services. We provide 24-hour support for PHS equipment,
supplies, medicine, and services.

ACCREDITATION
A national organization approved by the Centers for Medicaid and Medicare Services
officially recognizes PHS for the quality and safety of its patient care at select locations.

PHS NONDISCRIMINATION POLICY

Pediatric Home Service (PHS) does not discriminate based on race, color, national origin,
age, disability, or sex. PHS meets the requirements of Title VI of the Civil Rights Act of
1964, Section 504 of the Rehabilitation Act of 1973, the Age Discrimination Act of 1975,
Section 1557 of the Patient Protection and Affordable Care Act of 2010 and the
regulations related to these Acts.

PHS does not exclude people from service or treat them differently because of race,
color, national origin, age, disability, or sex. PHS provides free aids and services to
people with disabilities for effective communication, such as:

+ Qualified sign language interpreters

» Written information in other formats

PHS provides free language services to people whose primary language
is not English, such as:
* Qualified interpreters

« Information written in other languages

If you need these services, contact 1-800-225-7477 toll-free [TTY or TDD: 711] or go to
https://www.pediatrichomeservice.com/contact-us/.

NOTICE OF PROGRAM ACCESSIBILITY
Pediatric Home Service and all its programs and activities are accessible to and usable
by persons with disabilities. These include persons who are deaf, hard of hearing, blind, or
who have other sensory impairments. Access features at our service sites include

+ Designated disability parking

+ Level access or ramps between parking areas and entrance

« Fully accessible public waiting areas, restrooms, and meeting areas/rooms
Communication aids are available at all sites for no additional charge and include

+ Qualified sign language interpreters for persons who are deaf or hard of hearing

» Communication with PHS using the person’s preferred Telecommunications Relay
Service option

+ Many materials are offered in a variety of written, visual, and audible formats and
in other languages

Notify a PHS employee if you require any of these aids or other assistance.

Page 6 M Files ID 2341 + 2 May.2024 Copyright © 2010, 2020 Pediatric Home Service « Care and Service



About PHS (continued)

WHAT YOU CAN DO
If you believe that PHS fails to provide accessible services or discriminates in other ways
based on race, color, national origin, age, disability, or sex, you can file a grievance with
V.P. of Quality and Compliance
Pediatric Home Service
2800 Cleveland Avenue North
Roseville, MN 55113
651-642-1825 or 1-800-225-7477 (toll free)
https://www.pediatrichomeservice.com/contact-us/
651-638-0680 (fax)
You can file a grievance in person or by mail, fax, or email. If you need help filing a
grievance, the V.P. of Quality and Compliance 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, in the following ways:

Electronically through the Office for Civil Rights Complaint Portal at
ocrportal.hhs.gov/ocr/portal/lobby.jsf

By mail at

U.S. Department of Health and Human Services
200 Independence Avenue SW Room 509F
HHH Building

Washington D.C. 20201

By phone at
1-800-368-1019, 1-800-537-7697 (TTY)

Civil rights complaint forms are available at
hhs.gov/civil-rights/filing-a-complaint/index.html

Tips and How-To’s

These are educational videos and resources created by PHS to support families
and caregivers.

ACCESS THEM AT PHSTIPS.COM
« Topic categories include respiratory care, infusion, nutrition,
infection prevention, and life with a medically complex child.

* Tips include how to
« Safely operate, troubleshoot, and maintain equipment

+ Organize supplies

« Travel with a child with medical complexity

M Files ID 2341 + 2.MAY.2024 Copyright © 2010, 2020 Pediatric Home Service + Care and Service
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Equipment and Supplies

Check that your child’s health insurance pays for the equipment and services
the doctor wants for your child. Your child’s care plan and insurance determine
the type of equipment we provide.

EQUIPMENT
* Your child’s insurance determines whether you rent or buy PHS equipment.

+ We rent and bill equipment on a monthly basis. We charge a full month’s
rental if you return equipment before the end of a one month period.

« We pick up rental equipment you no longer need.

EQUIPMENT MAINTENANCE OR REPAIR
Call a PHS Clinician if you think your child’s equipment needs maintenance
or repair.

Rented Equipment
+ We replace rented equipment at no cost if the unit needs maintenance
or repair.

Patient-Owned Equipment
* You can rent a PHS replacement unit while we work on your child’'s equipment.

« If your equipment is under warranty, there is no charge for maintenance, repair,
and parts.

« If your equipment is NOT under warranty, there is a charge for maintenance,
repair, or parts.

Y aile] 'l Notify us if the doctor says to stop using equipment, supplies,
medicine, or services we provide your child.

Page 8 M Files ID 2341 + 2 May.2024 Copyright © 2010, 2020 Pediatric Home Service « Care and Service



Equipment and Supplies (continued)

SUPPLIES
Your child’s care plan and insurance determine the type, amount, and how
often you can replace your child’s supplies.

+ You can only buy supplies — you cannot rent them.

» We can deliver supplies to your child’s home or you can pick them up at our office.
* You cannot return supplies for credit or refund.

+ PHS supplies are for home need only. Use hospital supplies if your child
is admitted into the hospital.

Insurance
Help us keep the billing and insurance process as simple as possible.

LET US KNOW IF
« Your child’'s medical needs or insurance change.

» We need to send your child’s billing information to someone other than
the person who signed the PHS Home Patient Agreement.

+ You have questions about your child’s medical bill. We call your child’s
insurance company if we think the payment is less than it should be. We can request
a special review of the payment decision (called an appeal).

+ You have trouble paying your medical bill. Our Billing Specialists work
with you to set up a payment plan. You can pay with check, money order, VISA,
MasterCard, American Express, Discover, or in person with cash.

AR i)'l Please let us know if your child’s insurance coverage changes to Medicare.

For Minnesota patients, business practices are NOT designed to serve
individuals in this program. We can give you names of other medical
providers who accept Medicare. And we help you with your child’s
transition to a new provider.

M Files ID 2341 + 2.MAY.2024 Copyright © 2010, 2020 Pediatric Home Service + Care and Service Page 9



Insurance (continued)

UNDERSTAND
+ Insurance may not pay for everything the doctor wants for your child.

* Your child’s insurance may
+ Only pay for part of the cost of a product or service

* Place limits on how often and how much product or service can be ordered

+ Your signed PHS Home Patient Agreement lets us directly bill your child’s insurance.
If we don't get your signed form we send you the medical bill.

» We send you a bill for whatever amount your child’s insurance does not pay.

BE AWARE

We repeat steps 1-5 in the billing process if your child has more than one insurance plan.

1 2 3

Insurance

company makes

decision about
payment.

PHS sends
medical bill to
child’s insurance
company.

PHS delivers
service or
product to child.

4
Insurance
company sends

5

If insurance
company agrees

PHS sends you a
bill if insurance

paymgnt to pay, Insurance does not pay at
explanation to company all or does not
you and PHS. sends payment pay full cost.

to PHS.

7

PHS sends you
a reminder at
end of month
if you did
not pay.

PHS sends a
final notice of
what you owe
if you did not pay.

30
DAYS

30
DAYS PHS sends the

9 bill to a collection
agency.
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Patient Safety

Your Child’s Care Plan

YOUR CHILD’S INFORMATION
Correct information helps us safely manage your child’s care plan.
+ We may contact you to confirm your child’s name, birth date, gender, address,
and insurance plan(s).

+ Please let us know if any of your child’s information changes.

FOLLOWING YOUR CHILD’S CARE PLAN

A doctor writes a care plan that describes the medical care your child needs. We provide
you information on how to safely use PHS equipment, medicine, and therapies for this
care plan.

ASSESSING PAIN

We need to know if PHS equipment, medicine, or therapies in the care plan cause your
child pain. We work with you, your child, and the doctor or clinic to lessen or manage
any pain.

RESUSCITATION

Cardiopulmonary Resuscitation (CPR) is an emergency procedure to keep blood flowing
through the body when the heart stops beating. All PHS Clinicians are certified in CPR.
They perform CPR when ethically required to do so. Please let us know if your child has a
Provider's Order for Life-Sustaining Treatment (POLST) or an Advanced Directive.

PATIENT TURNING 18

At age 18, all young people become adults under state and federal law. As adults,
they have the right and responsibility to make their own healthcare choices. There
are planning and preparation tools for patients under 18 and their families at
www.PHSTurning18.com.

Mandated Reporters

Under law, medical and social service professionals must report abuse and neglect
they encounter while doing their jobs. Depending on the U.S. state, these persons
must report if they know, or have reason to believe,

+ A child or vulnerable adult is being neglected, abused, or exploited

+ A child was neglected or abused within the preceding three years

PHS reports if we believe a child or vulnerable adult receiving our services is in
danger. We make the report to the appropriate authorities. These could include local
or state police, the county or state protective service agency, or a county or state
attorney. PHS calls 911 if a child or vulnerable adult is in immediate danger.

M Files ID 2341 + 2.MAY.2024 Copyright © 2010, 2020 Pediatric Home Service + Care and Service Page 11



Basic Home Safety

Knowing and practicing basic home safety can help prevent injury and possible
death. Here are some actions that can make your home safer.

USING YOUR CHILD'S EQUIPMENT
+ Before using equipment for the first time, read the manufacturer’s warnings
and cautions.

+ Always use the equipment as instructed by PHS and the manufacturer's manual.
+ Make sure all caregivers in your home know how to use the equipment.

+ Keep liquids away from the equipment and electrical sources. If a spill happens
or you think there was a spill, stop using the equipment (if possible).
Call PHS right away.

+ Place equipment on a stable surface. Make sure your child can’t pull the
equipment down.

+ Place equipment as close to the power outlet as possible.

+ Keep pathways to the equipment clear. Rearrange furniture and rugs
as needed.

Y= el Never turn off equipment alarms or cover the equipment’s loudspeaker.

USING AN ELECTRICAL OUTLET:
Before plugging equipment into an outlet, make sure

+ Your electricity meets or exceeds the equipment’s power needs
(amperage, voltage, and wattage)

+ Your wall outlets are properly grounded to prevent electric shock or electrical burns
+ You use only UL safety approved extension cords and power strips

+ Unused wall and power strip outlets have plastic safety plugs to protect others from
electric shock

FYmaa\ o'W Prevent equipment from being turned off by mistake. Do not use
power strips with ON/OFF switches.

Page 12  MFiles ID 2341 + 2 May.2024 Copyright © 2010, 2020 Pediatric Home Service + Care and Service



Basic Home Safety (continued)

USING FORMULA AND FEEDING PRODUCTS
+ Follow the manufacturer guidelines on preparing and storing
(cold or at room temperature) your child’s formula and feeding products.

+ Don't use products that are past their use-by dates.

USING STERILE SUPPLIES
Sterile means clean and free of germs. Examples of sterile supplies include
needles, wound dressings, suction catheters, and urinary catheters.

+ Keep sterile supplies in their unopened protective packages until ready for use.

+ Don't use a sterile supply if it touched a dirty or non-sterile surface or
substance. Examples include tap water, floors, beds, unwashed hands,
non-sterile gloves.

+ Don't reuse sterile supplies.
+ Don't use sterile water bottles that are open for more than 24 hours.

+ You can use a sterile water drip bag until it is empty or you replace it.

KEEP IMPORTANT PHONE NUMBERS HANDY
+ 911 for Emergencies (medical, fire, etc.)

+ Doctor, Clinic, or Care Facility
* Hospital

+ Pediatric Home Service

PREVENT POISONING
+ Keep medicines and cleaning supplies in a locked cabinet or closet.

+ Safely discard medicines that are past their use-by date or that you no
longer need. See ‘How to Dispose of Unwanted Medicine in this booklet.

+ Call the Poison Control hotline (800-222-1222) if you think someone
has been poisoned.

+ Call 911 if a person is having a seizure, not breathing, or appears lifeless.

\
To report an adverse event or medical device problem, please
call FDA's MedWatch Reporting Program at 1-800-FDA-1088.
For information regarding a specific hospital bed, contact the
bed manufacturer directly.
\ J
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Preventing Fire in Your Home ~
TIP

Check your smoke
detector when you

Knowing and practicing fire prevention is critical in making sure your home is safe.

POWER CORDS change the clock to
Check power cords on your child’s medical equipment each month. daylight savings time.
Do not use a power cord if

« Itis cracked or frayed N Y,

+ You can see metal wire inside the power cord
+ Prongs on plug are loose

SMOKE ALARM

Use only smoke alarms that have a UL symbol. @

Install a smoke alarm on every level of your home and in each bedroom. Read
the manufacturer’s instructions to know where to place an alarm so it quickly
senses the smoke.

Follow manufacturer’s instructions for testing, cleaning, and maintaining alarm. (“ @ n)
If alarm does not sound when you test it, clean alarm, replace battery, or %
replace entire alarm depending on source of power.

Prepare a family plan so everyone knows what to do if the smoke alarm goes off.
Check regularly that everyone remembers
+ How to get out quickly from each room in the house. Identify more than one
exit from a room whenever possible.

+ Where to meet outside after escaping the house.

FIRE EXTINGUISHER
Keep one or more fire extinguishers in your home and garage.

Choose a fire extinguisher to match the types of fires that could happen in
separate parts of your home. Extinguishers labeled “A-B-C” are recommended
for home safety.

Keep extinguisher in plain sight and no more than five feet above the floor.
Store extinguisher out of reach of young children and away from heat sources.
+ Do not block extinguisher with coats or shoes, curtains or furniture,
equipment or any other items.
+ Keep extinguishers in places fires most often start — the kitchen and the
garage. Place extinguisher near an exit.

Know how extinguisher works before you need to use it. Training may be
available from the local fire department or the manufacturer of the extinguisher.
If there is a fire

1. Pull out pin at top of extinguisher.

2. Aim spray hose at base of fire, not at flames.

3. Squeeze lever slowly.

4. Sweep spray hose from side to side.

Follow manufacturer’s instructions for cleaning and maintaining fire extinguisher.
Sources: American Red Cross

National Fire Protection Association www.nfpa.org
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How To Dispose of Unwanted Medicine

Removing unwanted medicine is especially important if you have children or pets
in your home. Accidental exposure to medicine is a major cause of child and pet
poisoning in the United States. Always keep medicine completely out of reach

by children and pets.

Contact your local pharmacy for guidance and locations to safely dispose of
medications you no longer need. You can take the following steps as well.

FIRST
Drug take-back programs are the safest way to get rid of unwanted
medicine. Find out if your community has drug take-back locations or
drug take-back events.
« Contact a pharmacy, police department, or state environmental
protection or pollution control agency for this information. OR

+ Go to the Food and Drug Administration (FDA) website by searching
for FDA drug take-back locations. The website provides take-back
locations near you and the date of the next drug take-back event.

NOTE: When keeping prescription medicines in original containers, remove
label or make personal information and the prescription number unreadable.

SECOND
Do the following ONLY when there are no drug take-back locations in your community.

Look at all prescription medicines, including patches. See if the label or
information sheet says to flush the medicine down the toilet. You can see a list of
these drugs on the FDA website by searching for FDA drugs to flush.

Check with your state pollution control or environmental protection agency
before flushing these medicines down the toilet. Find out if there are limits on
disposing of medicine this way. If there are, ask for instructions on how to throw
away the medicine.

Yl e l'B  Why Putting Medicine Down the Drain Is Dangerous

Throwing medicine down the toilet, sink, shower, or garbage disposal
can result in medicines entering lakes and streams. Medicines in
these waters can harm animals that live and eat there. They can also
enter the water humans drink and the foods people eat.

Sources:

https://www.fda.gov/drugs/ensuring-safe-use-medicine/safe-disposal-medicines
https://www.epa.gov/hwgenerators/collecting-and-disposing-unwanted-medicines
https://www.dea.gov/documents/2018/10/04/how-properly-dispose-your-unused-medicines
https://aapcc.org/prevention/safe-medicine-disposal
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Preventing Infection

Preventing and controlling infection is critical in making sure your home is safe.

HAND WASHING STEPS

Keep germs from spreading to others. Clean your hands BEFORE and AFTER

handling equipment, supplies, and medicine or providing care.

1. Wet your hands with clean, running water (warm or cold), turn off the tap,
and apply soap.

2. Lather your hands by rubbing them together with the soap. Lather the
backs of your hands, between your fingers, and under your nails.

3. Scrub your hands for at least 20 seconds. Need a timer? Hum the
“Happy Birthday” song from beginning to end twice.

4. Rinse your hands well under clean, running water.
5. Use something other than your clean hands to turn off the faucet.
6. Dry your hands using a clean towel or air dry them.

Source: https://www.cdc.gov/handwashing/when-how-handwashing.html

HAND SANITIZERS
Use an alcohol-based hand sanitizer that contains at least 60 percent alcohol.
Keep hand sanitizer out of reach of children.

HANDLING STERILE SUPPLIES
When handling sterile supplies, wash AND glove your hands according to
instructions from your PHS clinician and education material.

SIGNS OF INFECTION
1. Be alert to these signs of infection:
« Fever greater than 101.5 degrees Fahrenheit (38.6 Celsius)

+ Sleeping more than usual

+ Coughing, wheezing, or difficulty breathing

+ Long periods of increased breathing or heart rates

« Stuffy nose, sneezing, or sore throat

* Thicker or increased amount of mucus in the lungs, nose, or throat

+ Mucus with a foul odor or with a green, yellow, brown, pink, or red color

2. Always talk with your doctor before using over-the-counter cold medicine
to control cold or flu symptoms.

3. Call your doctor and PHS clinician if an infection develops.

Page 16  MFiles ID 2341 + 2 May.2024 Copyright © 2010, 2020 Pediatric Home Service + Care and Service

PHSTIPS.com

SCAN & WATCH A VIDEO ON:

Hand Hygiene



Emergency Situations

Being prepared for emergencies can make the difference between there being a I

mild nuisance or a possible tragedy. Here are some things to keep in mind when EMERGENCY

you or your child depend on medical support equipment. PREPAREDNESS
QUESTIONS?

EMERGENCY PLANNING Call PHS if

+ Before going home from the hospital you have questions

+ Contact your police and fire departments and a local ambulance service.

) i ) about being
Notify them of your or your child’s need for emergency services.

prepared for an
« Alert the electric company to put your home on a medical priority list for

. emergency when
restoring power after an outage.

using medical
+ Notify the phone company if you don’t use a cell phone. Alert them to put

. S . . equipment.
your home on a medical priority list for restoring service.

+ Create an Emergency Action Plan. Talk with your PHS Clinician if you have
questions or need help creating an Emergency Action Plan. Keep your
Emergency Action Plan where it is easy for everyone to see. Review the plan
with your family and caregivers on a regular basis and update when needed.

+ Notify your local fire department if you or your child use oxygen or life
support equipment in your home.

+ Keep a working flashlight near the medical equipment. Never use candles.
+ Keep a battery-operated radio close to the equipment.

+ ldentify only one location for storing backup medical equipment and
non-refrigerated supplies.

+ Use power surge protectors with your medical equipment.
+ Sign up to be on your community’s emergency warning system.

+ Include health insurance information and medical provider contact information
in your severe weather or emergency evacuation kit.

EQUIPMENT FAILURE
+ Call 911 if a medical equipment breakdown is life-threatening.

+ Call PHS to troubleshoot if a medical equipment breakdown is not life-threatening.
We may need to repair or exchange the equipment.

POWER OUTAGE
+ Prepare for a power outage by knowing

+ How long the battery for a piece of equipment can provide operating power
+ Where the equipment'’s backup battery is located

+ How to hook up or install the backup battery

+ How long you or your child can safely be without medical equipment support

+ Remember that cordless phones do not work during power outages. Arrange
for another method of emergency communication.
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Emergency Situations (continued)

SEVERE WEATHER AND NATURAL DISASTERS
+ Know where to find severe weather and natural disaster alerts. Examples
include the Wireless Emergency Alert system and NOAA Weather Radio.

+ Read information on preparing for and staying safe during severe
weather and natural disasters. Go to any of the following: ready.gov;
epa.gov/naturaldisasters; your state’s weather safety or emergency
preparedness web sites.

+ Contact the fire department for information on actions to take during severe
weather or natural disasters.

+ Locate evacuation routes and the nearest emergency shelters.

« Identify a safe place to go when not evacuating. Work out challenges to
moving essential equipment and supplies, back-up battery, flashlight, and
battery-operated radio to that location.

Travel Basics

Traveling with your child may require special planning. For example, taking
a copy of your child’s most current doctor’s order. A PHS Clinician is available
to discuss what special planning your family may need.

TRAVEL CHECKLIST—AVAILABLE ONLINE!

1. Go to PHSTips.com.

2. Select Life With a Medically Complex Child.

3. Select Traveling with a Medically Complex Child.

4. Select Travel Checklist (PDF) to view and download.

CARRYING DISPOSABLE SUPPLIES

You can carry disposable supplies with you. Or we can ship disposable supplies
to your travel destination in the United States (except Hawaii and Alaska). Please
allow five business days for shipping.

SHIPPING YOUR EQUIPMENT
If you ship your child’s equipment, make sure it arrives safely by packing it in
the correctly-sized box. Call us if you need boxes for your child’s equipment.

RESOURCES IN YOUR TRAVEL AREA

Before leaving home, call a hospital in your travel area and ask about resources for
your child’s medical needs. Identify you need resources for a child because most
home care and medical equipment providers serve only adults.
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Travel Basics (continued)

TRAVELING BY AIR

Before buying a plane ticket, call the airline and describe your child’s medical needs.
The airline may require a doctor’s order for medical support during the flight. If your
travel involves multiple airlines, contact each one as airlines differ in their medical
support services and requirements. Check that the airline terminal can support your
child’s needs before boarding and after exiting the airplane.

You cannot bring compressed or liquid oxygen onto the plane in a checked or
carry-on bag or with your child. Some airlines provide compressed oxygen for
passenger use and you must arrange this in advance. You can pack an approved
portable oxygen concentrator (POC) in a checked or carry-on bag. Airlines differ in
how many POC batteries you must carry and where and how to safely pack them.
For a list of POCs that meet federal requirements for in-flight use, see
www.faa.gov/about/initiatives/cabin_safety/portable_oxygen/

OXYGEN COMPANIES

Ask your clinician if there are alternate methods for addressing your child’s oxygen
needs. Inquire if there is a list of oxygen companies in your travel area. Some
companies specialize in oxygen and related medical equipment for travelers.

The following are some companies that specialize in oxygen and related medical
equipment for travelers:

Advanced Aeromedical

Provides oxygen for airport layovers, hotel
stays, cruises, and motor tours.

Coordinates provision of oxygen internationally.
There is a fee for these services. Sells and rents
portable oxygen equipment.

1-800-346-3556

www.aeromedic.com

Freedom Link

Identifies sources of oxygen and
related supplies in the United States.
1-866-693-3012
www.vgmfreedomlink.com

Travel 02

Arranges for worldwide
delivery of medical

and oxygen equipment. There
is a fee for these services.
1-800-391-2041
www.travelo2.com
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Patient Rights

PHS Notice of HIPAA Privacy Practices

PLEASE REVIEW THIS NOTICE CAREFULLY
This notice describes how medical information about a patient may be used and
disclosed and how you can get access to this information.

WHAT ARE PHS HEALTH INFORMATION RESPONSIBILITIES?
As we provide care and service, PHS collects information that becomes part of a
patient’s medical and billing record. This information is called Protected Health
Information (PHI). PHI includes information about the patient we receive from

+ The patient or the the patient’s legal guardian or principal caregiver.

« The medical people involved in the patient’s care, such as doctors, hospital or
clinic staff, home care or school nurses, and mental health therapists.

+ The patient’s health insurance company.

Federal law and our concern about patient protection require us to keep a
patient’s PHI private. We do this in many ways.
+ We have protections for paper and computer records to prevent accidental
or intentional change, loss, or misuse of PHI.

+ We have written policies protecting PHI that govern how we do business.

+ We regularly train all our employees on laws and PHS policies for
protecting PHI.

+ We require all non-health care industry companies with which we work when we
provide patient services to sign a legal agreement to follow PHI laws.

PHS notifies the patient or legal guardian if a loss of PHI occurs that is likely to
cause patient harm. PHS sends this report no more than 60 days after we learn
about the loss.

HOW DOES PHS USE AND SHARE PROTECTED HEALTH INFORMATION?
Federal law allows PHS to use and share PHI without a patient’s written
permission for the following six purposes. For each purpose, we list one of many
possible examples.

1. Patient Care and Treatment
We may share PHI with other health care providers as we give, manage
or coordinate health care and related services for a PHS patient.
Example: Speaking with referring health care providers to obtain medical
history or determine best equipment, supplies, or medicine for a patient.
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PHS Notice of HIPAA Privacy Practices
(continued)

2.

Payment for PHS Services

We may share PHI with the patient’s health insurance provider as
we seek payment for PHS services.

Example: Sharing PHI to determine whether the patient’s health
insurance pays for equipment and supplies ordered by the doctor.

. On-Going Health Care Practices

We may use PHI for business operations and to check that PHS

follows all laws and guidelines for providing safe, high-quality patient care.
Example: Reviewing medical records to assure we follow proper

billing practices.

. Public Health

We may share PHI with appropriate authorities to prevent serious
threat to individual or public health or safety.

Example: Sharing a life-threatening patient event involving medical
equipment with the federal Food and Drug Administration (FDA).

. Suspected Abuse or Neglect

We may share PHI with appropriate authorities to address concerns about
abuse, neglect, or domestic violence involving a child or vulnerable adult.
Example: Sharing a nurse’s observations with a county Child Protection
Service if there is concern about a child’'s well-being.

. Legal Actions

We may share PHI as required for court or law enforcement actions.
Example: Sharing a patient’s location in response to a court order
from the police.

In the following situations, federal law requires PHS to seek and receive written
permission from the patient or the patient’s legal representative before using or
sharing PHI in the following situations. PHS must explain to the patient or the
patient’s legal guardian why and with whom we want to share PHI.

For requests to use or share PHI for purposes other than the six purposes

listed above under “How Does PHS Use and Share Protected Health Information?”

The

For most requests to receive or share mental health treatment information
contained within the medical record.

patient or patient’s legal guardian can refuse permission to use or share PHI.

Refusal does not affect the care or service PHS provides the patient. The patient or
patient’s legal representative can withdraw permission in writing at any time.
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PHS Notice of HIPAA Privacy Practices
(continued)

WHAT ARE THE PATIENT'S PRIVACY RIGHTS?
The patient or patient’s legal guardian has the following Protected Health
Information (PHI) rights. The person can

+ Ask that PHS not share PHI for the purposes listed earlier under “How Does
PHS Use and Share Protected Health Information?”. The request must identify
the following:

+ The information PHS should not share

* The person or organization with whom PHS should not share the
information

» Whether the request applies to written or spoken communication or
to both. NOTE: In some cases PHS may not be able to honor the request.

+ Instruct PHS to not share information about service the patient or patient’s
legal representative paid for out of pocket and in full.

+ Identify how and where to receive PHI. Examples include telling us we should
+ Send PHI by email, surface mail, or phone.

+ Mail PHI to an address different than the primary address in the
medical record.

+ Not leave health information in voice mails or with family members at phone
numbers in the medical record.

+ Receive a copy of the medical record, not including certain types of mental
health treatment information. We send a copy of the record within 30 days of
receiving a written request. We may charge a small fee for photocopying and
mailing the medical record.

+ Ask that we change, add, or remove information in the medical record. We
respond in writing within 60 days of receiving the written request. If we agree,
we forward the changed or new information to persons or organizations that
use the medical record for treatment, payment, or other health care services.

If we do not agree, we explain our reasons in writing. The patient or patient’s
legal guardian can follow the process described below to file a complaint about
our decision.

* Receive details about the health information PHS shared for purposes four, five,
or six listed on page one and two of this Notice of HIPAA Privacy Practices. The
patient or patient’s legal guardian can also request details about any loss of
PHI that PHS considers not likely to cause patient harm.

* The person must send a signed hard copy letter with any of these requests to
the Privacy Officer at PHS by following the process on the next page.
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PHS Notice of HIPAA Privacy Practices
(continued)

HOW DO | FILE A COMPLAINT?

Contact the Privacy Officer at PHS with questions or concerns about patient
privacy rights or PHS privacy policies. The patient or patient’s legal guardian can
file a complaint with the PHS Privacy Officer if the person thinks there has been a
violation of PHI privacy. Contact the PHS Privacy Officer at 651-642-1825 or send a
written complaint to the following address:

PHS Privacy Officer
Pediatric Home Service
2800 Cleveland Avenue North, Roseville, MN 55113

The patient or patient’s legal guardian has the right to file a complaint with the
United States Department of Health and Human Services—Office of Civil Rights.
We cannot punish the patient in any way for filing such a complaint.

HOW DOES PHS NOTIFY PATIENTS OF CHANGES TO PRIVACY PRACTICES?
This Notice of HIPAA Privacy Practices goes into effect September 1, 2013. PHS
has the right to change this Notice and the PHI policies it describes. If we change
the Notice of HIPAA Privacy Practices, at a minimum we do the following:

« Put the new Notice on our website (PediatricHomeService.com)

+ Post the notice in a public area of our office

The patient or patient’s legal representative can request a written copy of the new
Notice of HIPAA Privacy Practices.
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Hours & Locations

JACKSONVILLE, FL ORLANDO, FL TAMPA, FL

532 Sample St 735 W State Road 434 Unit FG 4910 Creekside Drive, Suite A
Jacksonville, FL 32204 Longwood, FL 32750 Clearwater, FL 33760

Phone: 904-240-4555 Phone: 904-240-4555 Phone: 904-240-4555

Fax: 904-272-9080 Fax: 904-272-9080 Fax: 904-272-9080

REGULAR BUSINESS HOURS
Our offices are open Monday through Friday, from 8:30 a.m. to 5:00 p.m. for:

e Scheduled visits with a PHS clinician
¢ Billing or insurance questions

We are available by phone 24 hours a day, 7 days a week.

AFTER REGULAR BUSINESS HOURS, WEEKENDS, AND HOLIDAYS

During these times we are available for emergency questions about your child’s PHS
equipment, supplies, medicine, or services, contact our 24-hour on-call service for a PHS
clinician to return your call within 10-20 minutes.
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Florida PHS Services

RESPIRATORY THERAPY & DURABLE
MEDICAL EQUIPMENT

Our trained respiratory team is available 24
hours a day, seven days a week. They
provide integrated and advanced respiratory
support, training, and education.

ENTERAL NUTRITION

PHS provides specialized enteral and oral
supplements including over 150 standard,
semi-elemental, and elemental products.

* Due to high demand, PHS dietitians must follow
specific patient service criteria

CLINICAL EDUCATION
Written Education
e PHS written education materials help
ensure family members, staff, and other
health care professionals are confident
caregivers.

Online Education

e PHS clinical online education brings our
high-level training right into your home or
workplace at PHSOnlineEducation com

¢ With courses geared toward caring for
medically complex children, participants
can access education from anywhere, at
any time.

PHS DOES NOT OFFER THE FOLLOWING
SERVICES:
e Infusion Therapy
e Physical Therapy
e Occupational Therapy
e Speech and Language Therapy
e Pharmacy Services
e Hospice Care
¢ Home Health Aides
¢ Delegated tasks to unlicensed personnel
e Housekeeping or other household
chores including laundry, meal
preparation and shopping
e Home Care Nursing

As a Pediatric Center of Excellence,
we believe in the benefit of
comprehensive care. Our services and
teams work together to make life
easier for the parents and caregivers
of medically complex children Clinical
experts from each department
collaborate on comprehensive care
patients and are available 24 hours a
day, seven days a week
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Ordering Supplies

ORDERING
1.1f calling to order supplies, plan to place an order monthly as insurance allows billing
every 30 days.
2.1f you have DME equipment, you will be placed on the customer service calendar and
receive a monthly call to place a supply order.
o Orders are drop-shipped from our vendor.
o We strive to have the order arrive within 5-7 business days.
o We do not auto-ship orders. You must place an order with the customer service
team.
o We do not complete same-day orders. Supplies kept in our office are for initial set-
ups or emergency on-call.

OPTIONS FOR ORDERING
Use either of the following methods to place your order.

Phone
Call Customer Service Monday through Friday from 9 a.m. to 5 p.m.

Email
Send an email to fla-jac-info@pediatrichomeservice.com (for all locations).

TYPES OF HOME SUPPLY STOCK
The supplies you keep at home fall into two categories It is important to keep the two
types of stock in separate locations.

o Regular Stock includes the type and number of PHS items you regularly use in one
month of patient care Patient’s needs, doctor’s orders, and insurance limits are some
factors that determine type and number of regular-stock supplies Your PHS clinician
and Customer Service help you identify which supplies and what amounts to you keep
in regular stock.

e Back-up Stock includes extra amounts of certain regular-stock supplies that are
critical for health and safety Back-up stock is for use in unusual situations. For
example, your child gets sick and must use more supplies than is normal.

Your PHS clinician and Customer Service help you identify the supplies and amounts you

need in back-up stock. Examples of back-up stock include feeding tubes, formula, feeding
bags, oximeter probes, suction catheters, sterile water, and trach tubes.
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Ordering Supplies (continued)

USE-BY DATES

Packages on many supplies show the date by which you should use the item Routinely check
use-by dates on your regular AND back-up stock Rotate supplies and use those with soonest
use-by dates Never use a supply that is past its use-by date You cannot return any item that
is past its use-by date for credit or refund.

TIPS FOR ORDERING

¢ Know the amount of each supply item your child uses in a month. With that
information you can plan how much of each item to order.

e Be sure you have emergency back-up supplies in case your child gets sick and uses
supplies faster than usual.

¢ Limit the amount you order to only enough for general use and emergency back-up.

e Do NOT order extra supplies if you know the doctor plans a change in the supplies your
child needs.

CHANGES IN YOUR CHILD’S INFORMATION
Tell Customer Service or your child’s clinician if:
¢ Your child is admitted into the hospital.
e Thereis a change in your child’s insurance or home address.

CHECKING YOUR ORDER
e Always check your order to make sure there is nothing extra, nothing missing, or nothing
different that you ordered.
¢ We bill your child’s insurance for the products we send you. Call us right away if you find
a mistake.

REPORTING BROKEN OR DAMAGED PRODUCTS
e Tell us right away if you have a complaint about any of our products.
¢ We need the following information if a product is damaged or does not work properly:
o Product name
o A detailed explanation of what you think is wrong with the product
o A photo of the broken or damaged products
¢ Send the photo and information to info@allaboutpeds.com.
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Patient’s Bill of Rights and Responsibilities for Clients
of Licensed Only Home Care Providers

BILL OF RIGHTS & RESPONSIBILITIES

Florida law requires that your health care provider or health care facility recognize
your rights while you are receiving medical care and that you respect the health
care provider’s or health care facility’s right to expect certain behavior on the part of
patients as a team member of the Patient Centered Medical Home. You may
request a copy of the full text of this law from your health care provider or health
care facility. A summary of your rights and responsibilities follows:

1. A patient has the right to a prompt and reasonable response to questions and requests.

2. A patient has the right to know who is providing medical services and who is responsible
for his or her care.

3. A patient has the right to know what patient support services are available, including
whether an interpreter is available if he or she does not speak English.

4. A patient has the right to know what rules and regulations apply to his or her conduct.

5. A patient has the right to be given by the health care provider information concerning
diagnosis, planned course of treatment, alternatives, risks, and prognosis.

6. A patient has the right to refuse any treatment, except as otherwise provided by law.

7. A patient has the right to be given, upon request, full information and necessary
counseling on the availability of known financial resources for his or her care.

8. A patient who is eligible for Medicare has the right to know, upon request and in advance
of treatment, whether the health care provider or health care facility accepts the
Medicare assignment rate.

9. A patient has the right to receive, upon request, prior to treatment, a reasonable estimate
of charges for medical care.

10. A patient has the right to receive a copy of a reasonably clear and understandable,
itemized bill and, upon request, to have the charges explained.

11. A patient has the right to impartial access to medical treatment or accommodations,
regardless of race, national origin, religion, handicap, or source of payment.

12. A patient has the right to treatment for any emergency medical condition that will
deteriorate from failure to provide treatment.

13. A patient has the right to know if medical treatment is for purposes of experimental
research and to give his or her consent or refusal to participate in such experimental
research.

14. A patient has the right to express grievances regarding any violation of his or her rights,

as stated in Florida law, through the grievance procedure of the health care provider or
health care facility which served him or her and to the appropriate state licensing agency.
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Patient’s Bill of Rights and Responsibilities for Clients of
Licensed Only Home Care Providers (continued)

BILL OF RIGHTS & RESPONSIBILITIES (CONTINUED)

15. A patient is responsible for providing to the health care provider, to the best of his or
her knowledge, accurate and complete information about present complaints, past
illnesses, hospitalizations, medications, and other matters relating to his or her health.

16. A patient is responsible for reporting unexpected changes in his or her condition to the
health care provider.

17. A patient is responsible for reporting to the health care provider whether he or she
comprehends a contemplated course of action and what is expected of him or her.

18. A patient is responsible for following the treatment plan recommended by the health
care provider.

19. A patient is responsible for keeping appointments and, when he or she is unable to do
so for any reason, for notifying the health care provider or health care facility.

20. A patient is responsible for his or her actions if he or she refuses treatment or does not
follow the health care provider's instructions.

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

22. A patient is responsible for following health care facility rules and regulations affecting
patient care and conduct. As a valued member of the care team of patients, family
members and caregivers: Patients are fully empowered to participate in decisions
within the Medical Home involving their healthcare, except when such participation is
contraindicated for medical or legal reasons. Patients and families are equally
responsible for their personal health and wellness, mutually agreeing upon treatment
plans.

23. As a fully empowered participant of the Medical Home you are expected communicate
and follow up with the Medical Home team when services are obtained elsewhere.

24. As a fully empowered participant of the Medical Home you are expected to accept
person financial responsibility for any charges not covered by your insurance.

25. As a fully empowered participant of the Medical Home you are expected to be
respectful of the Medical Home Team and other patients. We are your Medical Home
and you are the center of our care. To learn more, ask about our Patient Centered
Medical Home Brochure or call Alejandra at 813-9482679. We are open to questions or
ideas to make your Medical Home even better.
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Patient’s Rights and Responsibilities for Clients of Licensed
Only Home Care Providers (continued)

STATEMENT OF RESPONSIBILITIES
You need to partner with PHS so that the healthcare we provide is safe and effective As a
partner, you agree to do the following:

1.Give PHS accurate information about the patient’s medical treatments, medicines, and
health insurance.
2.Quickly notify PHS of changes in medical condition, health insurance, doctors, or
contact information.
3.Use medical equipment and supplies from PHS according to doctor’s orders.
4. Notify PHS if the medical need for rental equipment ends and allow PHS access to the
equipment for repair/replacement, maintenance, and/or pickup of the equipment.
5.Protect PHS rental equipment from damage and follow equipment instructions for safe
handling, use, care, and cleaning.
6. Promptly report any equipment failure, malfunction, or damage to PHS.
7.Be available at scheduled times for PHS home care visits and for equipment delivery
and pick-up.
8.Make timely payments for insurance deductibles and co-pays, and for products and
services insurance does not cover.
9.Follow the PHS Plan of Care and tell PHS if you are unable to do so.
10.Tell PHS about risks you think might be involved with the care PHS provides.
11.Ask questions if you do not understand information your receive from PHS.
12. Treat PHS staff and property with respect.
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Medicare DMEPOS Supplier Standards

Below is an abbreviated version of the supplier standards every Medicare DMEPOS
supplier must meet to obtain and retain billing privileges These standards, in their
entirety, are listed in 42 C F R 424 57(c).

1. A supplier must be in compliance with all applicable federal and state licensure and
regulatory requirements.

2. A supplier must provide complete and accurate information on the DMEPOS supplier
application. Any changes to this information must be reported to the National Supplier
Clearinghouse within 30 days.

3. An authorized individual (one whose signature is binding) must sign the enroliment
application for billing privileges.

4. A supplier must fill orders from its own inventory or must contract with other
companies for the purchase of items necessary to fill the order. A supplier may not
contract with any entity that is currently excluded from the Medicare program, any
State health care programs or from any other federal procurement or non-
procurement programs.

5. A supplier must advise beneficiaries that they may rent or purchase inexpensive or
routinely purchased durable medical equipment and of the purchase option for
capped rental equipment. *

6. A supplier must notify beneficiaries of warranty coverage and honor all warranties
under applicable state law and repair or replace free of charge Medicare covered
items that are under warranty.

7. A supplier must maintain a physical facility on an appropriate site and must maintain
a visible sign with posted hours of operation. The location must be accessible to the
public and staffed during posted hours of business. The location must be at least 200
square feet and contain space for storing records.

8. A supplier must permit CMS or its agents to conduct on-site inspections to ascertain
the supplier's compliance with these standards.

9. A supplier must maintain a primary business telephone listed under the name of the
business in a local directory or a toll-free number available through directory
assistance. The exclusive use of a beeper, answering machine, answering service or
cell phone during posted business hours is prohibited.

10. A supplier must have comprehensive liability insurance in the amount of at least
$300,000 that covers both the supplier's place of business and all customers and
employees of the supplier. If the supplier manufactures its own items, this insurance
must also cover product liability and completed operations.

11. A supplier is prohibited from direct solicitation to Medicare beneficiaries. For
complete details on this prohibition see 42 CFR 424 57 (c) (11).

12. A supplier is responsible for delivery and must instruct beneficiaries on use of
Medicare covered items and maintain proof of delivery and beneficiary instruction.

13. A supplier must answer questions and respond to complaints of beneficiaries and
maintain documentation of such contacts.

14. A supplier must maintain and replace at no charge or repair directly or through a

service contract with another company Medicare-covered items it has rented to
beneficiaries.
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Medicare DMEPOS Supplier Standards (continued)

15.

16.

17.

18.

19.

20.

21.

22.

23.

24.

25.

26.

27.
28.

20.

30.

A supplier must accept returns of substandard (less than full quality for the
particular item) or unsuitable items (inappropriate for the beneficiary at the time
it was fitted and rented or sold) from beneficiaries.

A supplier must disclose these standards to each beneficiary it supplies a
Medicare-covered item.

A supplier must disclose any person having ownership, financial or control
interest in the supplier.

A supplier must not convey or reassign a supplier number (i.e., the supplier may
not sell or allow another entity to use its Medicare billing number).

A supplier must have a complaint resolution protocol established to address
beneficiary complaints that relate to these standards. A record of these
complaints must be maintained at the physical facility.

Complaint records must include the name, address, telephone number and health
insurance claim number of the beneficiary; a summary of the complaint; and any
actions taken to resolve it.

A supplier must agree to furnish CMS any information required by the Medicare
statute and implementing regulations.

All suppliers must be accredited by a CMS-approved accreditation organization to
receive and retain a supplier billing number The accreditation must indicate the
specific products and services for which the supplier is accredited in order for the
supplier to receive payment of those specific products and services (except for
certain exempt pharmaceuticals).

All suppliers must notify their accreditation organization when a new DMEPOS
location is opened.

All supplier locations, whether owned or subcontracted, must meet the DMEPOS
quality standards and be separately accredited to bill Medicare.

All suppliers must disclose upon enrollment all products and services, including
the addition of new product lines for which they are seeking accreditation.

A s(ugaplier must meet the surety bond requirements specified in 42 C.F.R. 424
57(c).

A supplier must obtain oxygen from a state-licensed oxygen provider.

A supplier must maintain ordering and referring documentation consistent with
provisions found in 42 C F R 424 516(f).

A supplier is prohibited from sharing a practice location with other Medicare
providers and suppliers.

A supplier must remain open to the public for a minimum of 30 hours per week
except physicians (as defined in section 1848 (j) (3) of the Act) or physical and
occupational therapists or a DMEPOS supplier working with custom made
orthotics and prosthetics.

*Although CMS has revised payment rules for capped rental items, supplier standard 5 still applies
for inexpensive and routinely purchased items that do not fall into the capped rental category and
applicable capped rental items (i.e., complex rehabilitative power wheelchairs and parental/enteral
pumps, etc ).
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Reporting Concerns or Complaints

OUR COMMITMENT TO YOU
We know caring for a child with special medical needs can be stressful at times. We hope
we lessen some of that stress by giving you high-quality service. Please tell us if we fall
short of this goal. Your feedback helps us improve our service.
For concerns or complaints about our services, you can
¢ Stop by our closest office during regular business hours.
o 532 Sample St, Jacksonville FL 32204
o 735 W State Road 434 Unit FG, Longwood FL 32750
o 4910 Creekside Drive, Suite A, Clearwater FL 33760

e Call us and talk with a Manager or the Vice President (V.P.) of Quality and Compliance.
You can reach the V.P. of Quality and Compliance by calling 651-642-1825.

o Write us a letter or email any manager or the V.P. of Quality and Compliance. Call us for
email address.

e Report a concern or problem without our knowing who you are. Call 833-920-0001 or go
to www.lighthouse-services.com/pediatrichomeservice.

e Include a complaint or concern when responding to our patient experience survey.

e Send any comment or question by using this link:
http://www.pediatrihomservice.com/contact-us/.

We promise to:
e Review your concern or complaint within five calendar days of receiving it.
¢ Send you a response about your concern or complaint.
e Keep your concern or complaint private.

¢ Not punish you or the patient for any concern or complaint you express.
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ACCREDITATION COMMISSION FOR HEALTH CARE (ACHC)

PHS is accredited by the Accreditation Commission for Health Care
(ACHC), an independent, not-for-profit organization that reviews the
performance of health care organizations around the country for safety and
quality of care. You can report a PHS patient safety event of concern
directly to ACHC.

4\\ Complaints Department
mmlll 139 Weston Oaks Ct
ACHC, Cary, NC 27513
Telephone: 1-855-937-2242
Website: https://www.achc.org/contact/

REPORTING TO REGULATORY OR PATIENT ADVOCACY ORGANIZATIONS

If you have a complaint about PHS or anyone providing PHS services, you may call,
write, or visit any of the agencies on the following pages Use the following licensee
information if you report a concern or complaint to any of these outside agencies

Licensee Name: Pediatric Home Service

Phone: 651-642-1825

Website: https://www pediatrichomeservice com/contact-us/
Address: 2800 Cleveland Ave N, Roseville, MN 55113

PHS person to whom problem or complaint should be directed:
Compliance and Privacy Officer
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Reporting Concerns or Complaints in Florida

Reporting Neglect or Suspected Abuse of a Child

Florida law requires any individual who suspects that a child has been abused by
any person to report that to the Florida Abuse Hotline. Any allegations a child was
abused or neglected by a caregiver will be investigated by the Department of
Children and Families, while allegations of child abuse by someone other than a
caregiver will be accepted at the Hotline and immediately electronically
transferred to the appropriate local law enforcement agency where the child lives.

Florida Department of Children and Families (DCF)
https://www.myflfamilies.com/services/abuse/abuse-hotline

Identifying an Adult Patient’s Health Care Preferences

You have the right to make decisions about your health care. This includes
identifying in advance the health care you want or do not want if you cannot
express your wishes yourself. You can do this by completing an advance
directive.

For more information about advance directives, please visit
https://quality.healthfinder.fl.gov/report-guides/advance-directives.

PHS follows the applicable state’s laws about advance directives. We tell a
patient in writing if PHS cannot follow any part of an advance directive. PHS does
not change the service we offer based on whether a patient has an advance
directive.
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Florida Resources

This list is not comprehensive, but it may be a
good place to start when searching for more
information Inclusion on this list does not
imply endorsement by PHS.
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TTY RELAY SERVICE

Dial 7-1-1 to get assistance communicating
with standard (voice) telephone users.

Florida Relay is a service provided to residents
in the State of Florida who are Deaf, Hard of
Hearing, Deaf/Blind, or Speech Disabled that
connects them to standard (voice) telephone
users. Through the use of highly trained
Operators, calls can be made 24/7, 365 days a
year allowing our Florida residents who are in
need of Relay services to connect and
communicate with anyone at any time.

All calls remain confidential, and no records of
conversations are ever maintained.

FLORIDA HEALTH PROGRAMS AND SERVICES

Florida KidCare - Title XXI — Children’s Health
Insurance Program (CHIP)

Quality, affordable health and dental insurance
for kids.

For more information about benefits and
requirements, and to apply, visit
www.floridakidcare.org or call 1-888-540-5437.

Women, Infants, and Children (WIC)

For more information on the supplemental
nutrition program, and to apply
https://www.floridahealth.gov/programs-and-
services/wic/index.html

Call 800-342-3556 and ask for the phone
number of your local WIC office.

Children’s Medical Services
Collection of programs that serve children with
special health care needs

Call 866-799-5321 (TTY 1-800-955-8770)
Monday through Friday 8 a.m. to 8 p.m. Eastern

CMS Managed Care Plan

Protect, promote, and improve the health of
children up to age 21 with chronic and serious
physical, developmental, behavioral, or
emotional conditions through a comprehensive
system of care.

Call 850-245-4200
Email CMSPlan@flhealth.gov

Early Steps

Florida's early intervention system that offers
services to eligible infants and toddlers, age
birth to 36 months, who have or are at-risk for
developmental disabilities or delays. Early
intervention supports families and caregivers
to increase their child’s participation in daily
activities and routines that are important to the
family.

Call 800-218-0001
Email Floridaearlysteps@flhealth.gov
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Florida Resources (continued)

Children’s Disaster Preparedness

Working to ensure the safety and security of all
children before, during, and after public health
emergencies and disasters.

Call 850-245-4444
Email health@flhealth.gov

Disability and Health Program (DHP)
Improving the health of persons with mobility
limitations and intellectual or developmental
disabilities

Call 800-245-4330
Email cdprevention@flhealth.gov
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