BAYSIDE POLICY – PUTTING PATIENTS FIRST
Bayside’s policy is always to try to think of the welfare of our patients and their families first, and to adjust all our actions accordingly.  Why do we use the word “try?”  Because it is the natural inclination of everyone and every organization to think of themselves and their own convenience first, and to think of others second.  But we want you to know that we are consciously trying not to put ourselves first, but to put you, our patients first.  Most of the time we will succeed; to be realistic, sometimes we won’t.  But please be assured our intentions are to put you first!

If you find us slipping up in our performance at times, please let us know.  We can’t fix it if we don’t know it’s broken.  Send us a note at ino@baysidemedical.com.  We will deal with your comments at the highest level.

Here are some of the policies we have adopted in our efforts to put patients first.

· Our staff has been instructed: if you are ever in doubt about what to do, think, “What is best for the patient?”  This will usually lead you to do the right thing.

· We aim to respect our patients’ time.  We regularly measure the time it takes our patients to complete their visits, so we know if we are in fact respecting their time.  But we also try to ensure that we schedule enough time for each patient so that they get done everything that needs to get done.

· We have made arrangements so that our patients can get advice on a 24/7 basis, and have engaged a nurse advice line our patients can call when our offices are closed.

· We have evening hours in Pleasanton and Livermore, and see patients on Saturday mornings in Oakland and in Pleasanton, and on Sunday mornings in Livermore.

· We commit ourselves to seeing our sick patients who call us during the day on that very same day, even if they call late in the day.  We don’t want our clinicians and our staff to have to stay overtime, but if it is a question of a patient’s health, we will do it.

· We have morning drop-in times for urgent patients visits in six of our offices.

· All our offices reserve time during the day for same day sick appointments.

· Our telephones are open all day in our offices; we don’t close for lunch.

· We maintain close contact with many pediatric subspecialists.  This means that we can simply call them sometimes and ask for an opinion without making our patients make a formal visit.  Also, we can keep in close touch with the subspecialists so that our patients are people to them, and not just a “case.”

· Each of our offices has a Local Office Manager.  They have many responsibilities, but one of the most important is to ensure that patients come first.  If you have any issue with the office – rudeness, inattention, inefficiency, lack of timely referrals, whatever – the LOM is there for you to inform and to set things right.  That’s their job.

· Likewise, our Medical Director, Richard Ash, MD, and our President, Budd Shenkin, MD, are completely devoted to the proposition that patients come first.  They will personally review all issues that come to them from this perspective.

· We also have a patient advocacy office, available at info@baysidemedical.com.  Simply sending an email detailing any problem you might be having, with the business office, with a local office, or with insurance, will spur the patient advocacy into action.

