Welcome.

Welcome to Adventist HealthCare White Oak Medical Center. Our care team is privileged
that you have chosen our hospital to care for you.

At White Oak Medical Center, our team is committed to providing compassionate, high-quality care
that fits your personal needs. Our Mission is to extend God'’s care through the ministry of physical,
mental and spiritual healing. Being healthy means caring for more than just the body, and that’s
what makes our hospital special.

We realize that hospitals can sometimes be overwhelming. This guide provides you and your loved ones
with important information about our policies, services and your rights as a patient. We encourage you
to use this as your resource during and after your stay here.

We are committed to serving you with kindness, keeping you comfortable and meeting your needs.
To help us measure our success in meeting those goals, we encourage you to:

o Speak with the director where you are receiving care
o Call our feedback hotline at 240-637-6599

o Complete the patient satisfaction survey that you'll receive
by mail, email and text message after you leave the hospital

Thank you for choosing White Oak Medical Center.
We pray that you will be granted peace and rest
while you are in our care.




ABOUT ADVENTIST HEALTHCARE WHITE OAK MEDICAL CENTER

Adventist HealthCare White Oak Medical Center
has served our community for more than 115 years
and counting, first in Takoma Park and now in

our state-of-the-art facility here in White Oak.

Our hospital is the first comprehensive cardiac center

in Montgomery County and has provided the most
advanced, least invasive heart care with skill, compassion
and experience for 60 years.

White Oak Medical Center also provides high-quality
Emergency, Stroke, Maternity, Cancer, Surgical and
Orthopedic care. Our integrated healthcare delivery
network includes acute care and physical rehabilitation
hospitals, mental health services and home health
agencies, imaging and range of outpatient services.

How to Find Us

Address: 11890 Healing Way
Silver Spring, MD 20904

Phone: 240-637-4000
Website: AdventistWhiteOak.com

Facebook: Facebook.com/
AdventistWOMC

Twitter: @AdventistHC
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YOUR STAY AT WHITE OAK MEDICAL CENTER

YOUR PATIENT ROOM is your home while you are here.
We want to keep you and your loved ones as comfortable
and as safe as possible.

FOR ASSISTANCE IN YOUR ROOM - Your remote control
and television allow you to get the right help when you
need it. Please press the red call button on your television
remote control. The unit coordinator or another member of
your care team will answer, listen to your needs and share
them with the right member of your care team and get you
help as soon as possible. You may also use your remote to
request help with specific needs such as water or restroom
assistance.

INTERPRETER SERVICES - We are committed to providing
care and communication related to medical conditions or
hospital visits in a way all out patients can understand.

We offer free interpreter services for patients who prefer

to discuss their healthcare in a language other than English,
including sign language interpreting for Deaf or hard of
hearing patients.

No person will be denied equal access to services at our
hospital based on his or her ability to communicate or
speak English. Please know that if you are experiencing an
emergency, we will not delay care. Hospital staff will assist
you in communicating as effectively as possible.

If you need communication assistance, please ask
your nurse or any staff member for help.

KEEPING YOUR ROOM CLEAN - Keeping your
room and bathroom clean is our priority. Your
housekeeper will clean your room once a day.

If you see something that requires immediate
attention, please dial 6256 from any hospital
phone or 240-637-6256 from an outside phone to
reach our Environmental Services team. We will
send a housekeeper as soon as possible.

YOUR MEALS - During your stay, we want to
keep you well-fed with satisfying meals that meet
your doctor’s orders. To do this, a Food & Nutrition
Services employee will visit you to take your food
order for each meal. Visitors can view the online
café menu by using the Bite app on their smart
phones.

Visitors who would like to dine with you may
purchase a guest tray from the cashier in our
cafeteria. Food & Nutrition Services can deliver
guest trays to your room with your meal. The cost
of the guest tray will vary depending on the food
your guest selects.

Visitors may also eat in our Cafeteria, located

on Level 1, open for breakfast, lunch and dinner.
You can also purchase coffee, snacks and other
drinks at the Gift Shop. Vending machines are
available on each floor. Please see page 10

for hours and other dining details.



OUR BEST TEAM MEMBER IS YOU!

Everyone has a role in making healthcare safe - including you! We urge you
to remain active, involved and informed about your care. Patients who take
an interest in their own care are more likely to have better outcomes.

HOURLY ROUNDING - Your nurse or nursing
assistant will check on you hourly to ensure

you are comfortable and assist with any personal
hygiene needs.

PAIN RELIEF - Our team is committed to preventing
and managing your pain to ensure that you are
comfortable. Your doctors or nurses should discuss
pain relief options with you, including medications
and non-drug remedies.

SPEAK UP Please alert your caregiver as soon as you notice pain
and they will respond as quickly as possible. It may be
harder for them to control your pain if you wait until
it is intolerable.

- If you do not understand something
your doctor, your nurse or another
healthcare professional tells you,

ask him or her to explain it. Everyone handles pain differently. Our goal is to help you
- Ask about safety. reach a level of pain that you can tolerate, although it

. Remind members of your care team may not be possible to completely take your pain away.

to practice hand hygiene by washing Try these non-drug techniques to help reduce your pain:

their hands before caring for you. - Breathing: Inhale slowly, and then relax

- If you think you are about to receive as you exhale.
incorrect medication or the wrong dosage,

o - Distraction: Listen to music, watch TV,
alert your nurse or doctor before taking it.

read or work on a craft.
- Tell our healthcare professional if

you think he or she has confused
you with another patient.

- Change positions: Turn in bed, sit up or walk.
Elevate your legs or arms on a pillow. Let your
nurse know if you need assistance.

.

Ice or heat: Ask your nurse whether
an ice pack or heating pad may help.

VALUE-GUIDED CARE - All of our - Pray.
employees have committed to uphold our
RISES values: Respect, Integrity, Service

Excellence and Stewardship. ADVANCE DIRECTIVES

An advance directive allows you to document your
preference for care in the event that you become unable
to make health decisions. Maryland law recognizes

both oral and written advance directives. You may also
designate a family member to make medical decisions
for you if you are unable to do so.

CONCERNS? Please tell your nurse or our
administrative team if you feel we are not
meeting these standards or have any other
questions.

If you already have an advance directive, please provide

it to a member of your care team. For your convenience,

we have included an advance directive form in case

you would like to fill one out. Please return the form to

a member of your care team. Questions? Ask your nurse
or another member of your care team.

THANKFUL FOR EXCELLENT CARE?
Ask your nurse for a WOW Compliment Card
to tell us how your care team showed our
RISES values.




FORYOUR SAFETY

Keeping you healthy and safe is our top priority. Help us uphold our high-quality
standard of care by following these guidelines. You will also be asked to view
educational content on the television in your room to help ensure your safety

in our hospital.

PREVENTING FALLS - We do all we can to make
sure you don't accidentally fall during your stay.
Many things can cause patients to have problems
with balance and stability, including:

« Loss of traction

- Slow reflexes

- Balance problems

- Reduced muscle strength and tone
« Poor vision or hearing

- Poor lighting

+ Illness

- Certain medications

When you begin your hospital stay, we'll ask
you questions about your balance and stability
and will monitor your risk of falling throughout
your stay.

To help keep you safe from falling, we may
use special tools to indicate your fall risk, including
a yellow bracelet, yellow blanket and yellow
non-skid footwear.

To avoid an accidental fall, follow these tips.

- Call for assistance to get in or out
of your bed or chair or prior to walking
to and from the bathroom.

- Wear non-skid footwear at all times.
- Change positions slowly.

« Ask one of your caregivers to help you ensure
all of the wheel chair and bed wheels are
locked before sitting or standing up.

- Ensure that the items you need are within
reach before your caregiver leaves the room.

- Do not lean on your bedside table or
other furniture to steady yourself as
it can move.

RAPID RESPONSE TEAM

If a member of your care team visits your bedside
and has serious and immediate concerns about
your health, he or she will call our Rapid Response
team. This team includes a critical care nurse and
a respiratory therapist. Team members will come
to your room quickly and check on you.

You or your visitors also can call the Rapid
Response team if something is urgently wrong,
including pain, trouble breathing, difficulty
speaking or moving or confusion or fuzzy thinking.

To contact the team, please dial 0 from any
hospital telephone and ask for the rapid response
team, and turn on the room’s call light. An operator
will ask which level you are on and will respond
within 10 minutes.

HAND HYGIENE - One of the single most effective
methods used by your healthcare team to reduce the risk
of infection and stop the spread of germs is proper hand
hygiene. Feel empowered to:
- Encourage your visitors to use the alcohol-based
sanitizer dispensers while visiting with you.
- Sanitize your hands before eating and after
using the restroom.

TOBACCO CESSATION PROGRAM - To keep you,
other patients and our team safe and to promote healing,
all Adventist HealthCare locations are smoke-free facilities.

If you're trying to quit smoking, consider joining our
Tobacco Cessation Program. You can receive one-on-one
counseling; information on nicotine replacement therapy;
free patches, gum and lozenges; plus referrals for support
programs after your discharge.

To enroll, email QUIT-AHC@AdventistHealthCare.com
or call 202-510-8513.



FORYOUR SECURITY

We strive to maintain an ideal environment for healing. We ask that you adhere
to these policies to help us make sure that your room and our entire campus

remain safe and ideal for care.

PAY ATTENTION

- Tell your nurse or doctor if something
does not seem right.

« All of our staff should introduce themselves
when they enter your room and should be
wearing an ID badge. If you are unsure who
someone is, please ask.

VALUABLES - The best way to keep your
valuables safe during your stay with us is to keep
them at home. If you brought valuables, such as
eyeglasses, dentures, hearing aids, jewelry, purses,
backpacks, clothes, shoes, cell phones, or other
personal electronic devices - please ask a loved
one to take them home for you. The hospital is

not liable and will not reimburse patients for items
that are lost or stolen.

If you want items locked up for you while you

are here with us, please speak to your nurse or

a Patient Access representative. The Security
Department will secure your belongings in the
hospital safe during your stay. You must claim
them at the end of your stay on Level 1 at the
Security office or by asking your nurse to have
Security visit your room. We dispose of unclaimed
items after 12 months and we are released from
liability after that time.

REDUCING NOISE - Please use earphones with
personal audio or visual devices.

QUIET HOURS - To allow you and other patients
a period of rest, we observe quiet hours from

8 p.m. -5 a.m. During these times, we ask staff and
visitors to keep the area around your room quiet.

SECURE SPACE - At Adventist HealthCare,
we enforce a zero tolerance policy for workplace

violence to ensure the safety of everyone at our facilities
including our patients, visitors and care team members.

PRIVACY

Your privacy matters! The Health Insurance
Portability and Accountability Act, or HIPAA,
is a federal law that protects your health
information, gives you access to your medical
records and explains the types of safequards
we take to protect you. More details about
HIPAA are on our website, and we are happy
to give you a printed copy, if you prefer.




FOR VISITORS

T VISITOR GUIDELINES

Friend and family support during your time of need

is important. All visitors must wear a visitor badge issued
by Security at either the Information Desk in the main
lobby or the Emergency Department Entrance.

In most cases, we welcome guests 24 hours a day,
seven days a week. There may be times when certain
units must limit visitation to ensure your safety and
comfort and that of other patients. Our priority is to
provide the best, safest care possible to all patients.
For the most up-to-date information, please visit
AdventistHealthCare.com/VisitorPolicy.

RESTRICTIONS
To preserve a healing environment and prevent the spread
of infections, we may limit visitation in these instances:

1. When you ask us to restrict visitation, or when your
support person makes the request while you are
incapacitated. Patients always have the right
to refuse visitors. Please let your nurse know
if you do not wish to have guests.

2. When we must maintain a sterile environment
during procedures.

3. When a visitor’s behavior disrupts the patient care
unit’s functioning.

4. When a visitor’s behavior presents a direct risk
or threat to you, staff or others in the immediate
environment.

5. When the visitor may put you at risk of infection.
6. When space is limited.
7. When you need rest or privacy.

8. When children are under age 18 and do not have
a visiting adult to supervise them.

9. When a court order limits or restrains
a visitor’s contact.

10. When a patient is in police and/ or
correctional services custody.

11. When an infectious disease requires
extraordinary precautions.

12. When we have serious emergency situations,
such as an external or internal disaster.



PARKING - Parking is available for

a fee in the South Garage on Levels 1-3.
You may pay the parking fee with

a credit card at the pay stations in

the garage or with cash at the

Gift Shop on Level 1. Parking is
available for emergency patients

in the surface lot near the

Emergency Department.

Handicapped parking is available
on Level 1 of the garage. There are
12 car-charging stations on campus
for electric vehicles.

You can find public transportation
options by visiting WMATA.com/
TripPlanner.

CAMERAS - We welcome you to take
pictures or video of yourself or family
members at our hospital. However, we
cannot allow pictures or videos of other
patients, staff or any medical procedures.

SOCIAL MEDIA - White Oak Medical
Center shares its enthusiasm for our
mission on Facebook and other social
media platforms. We invite you to follow
us online, and we welcome dialogue
with our community.

We strongly recommend that you never
post personal details about your health
on social media. Remember that your
comments are available for anyone to
see. Our photo and video policies extend
to any images you wish to post from

our facilities on social media sites.




HOSPITAL SERVICES

VISITOR DINING

CAFETERIA

We encourage you to enjoy our variety of
delicious, nutritious foods in our cafeteria,
which is located on Level 1, just past the
main lobby.

Monday - Friday
- 6:30-10a.m.
- 11am.-2p.m.
- 4-7pm.

Weekends
+ 6:30-10a.m.
- 1Tam.-2p.m.
«4-7pm.

VENDING MACHINES

For a quick snack or drink, you'll find
vending machines located on Level 1
near the Cafeteria and the Emergency
Department and in the waiting areas
on each floor.

KOSHER PANTRY

The Kosher Pantry located on Level 2

behind the Surgery Reception desk offers

a comfortable lounge area for visitors who keep
kosher and/or want to celebrate the Sabbath.
You will find complimentary kosher beverages
and snacks. To access the Kosher Pantry, please
use the key code posted on the door.

GIFT SHOP

You can purchase a wide selection of snacks, cards
and toiletries in the Gift Shop located on the Level 1,
near the Information Desk in the Lobby. You'll also find
flowers, balloons, magazines and assorted gifts.

Monday - Thursday: 10 a.m. -7 p.m.
Friday: 10 a.m. -5 p.m.

Saturday: Closed

Sunday: 11 a.m. - 6 p.m.

WIRELESS INTERNET (Wi-Fi)

To access our free wireless internet, or Wi-Fi, select
the network called “AHC-Guest” on your device.
Click "Accept” to be connected.

OUTDOOR RECREATION AREAS

White Oak Medical Center seeks to offer you a calm,
healing environment, including outdoor courtyards for
rest and relaxation. On Level 1, you'll find an outdoor
dining patio, just off of the Cafeteria with seating
overlooking the lake behind the hospital.

The lake behind the hospital features a walking path
for exercise. On the Level 4, you'll find a beautiful
Roof Garden just off the public elevators. All outdoor
areas are open to the public from dawn to dusk.



SPIRITUAL CARE

Our Spiritual Care team consists of professional
chaplains who are members of your healthcare
team. The chaplains respond to the spiritual,
emotional and social needs of you and your loved
ones. Chaplains provide compassionate care and
support while respecting the individual’s cultural,
spiritual and religious beliefs.

You may receive personal spiritual care visits by
a chaplain during routine rounds. In addition,
you or a family member may also request a
spiritual care visit, prayer or spiritual resources
(i.e. Bibles, Rosary, literature, etc.) by:

+ Asking the care providers to make a referral.

- Dialing 5265 from any hospital phone
or 240-637-5265 from any phone.

- Dialing “0” and asking the operator for
a chaplain.

- Dialing the prayer line at 240-826-5433.

- Completing a prayer request card.

Spiritual care also offers the following to support your stay:

- Spiritual programming on your television accessible
by selecting the “Spiritual Care” button then the
“Hope Channel”button.

- Visits by Imam or Rabbi upon request and when
available.

- Kosher Pantry located on the 2nd floor in surgical
waiting area.

- Sabbath Elevator which runs continuously stopping
on each floor from Friday 4:30 p.m. - Saturday 9 p.m.

- Virtual Grief and Perinatal Loss Support Groups
dial 240-637-5265 for more information.

For quiet reflection, meditation or prayer you are welcome
to visit the Chapel located on Level 1 of the hospital behind
the information desk next to the Gift Shop. The Chapel is
available 24 hours a day, 7 days a week.
Chaplains are available on campus:

- Monday - Thursday 7 a.m.-10 p.m.

- Friday — Sunday 7 a.m. -7 p.m.

For urgent needs and emergencies after hours,
please dial “0” for the operator.




GOING HOME

When it’s time to leave our hospital, we're here to help you transition
to the most appropriate place to continue your care.

CARE NAVIGATION - Within 24 hours of your
admission, you will meet your Care Navigator
who will be a social worker or a registered nurse.
Your Care Navigator will work with you and your
family as early as possible during your stay. This
person partners with you, your family, nurses

and physicians. to develop a safe discharge plan.
Your Care Navigator will ensure all services and
equipment identified in this plan are in place prior
to you leaving the hospital

DISCHARGE PROCEDURES - Your Care Team
consists of the care navigator, nurses and
physicians. This team will work with you
throughout your stay to ensure a safe discharge.

On the your day of discharge, we will aim to have
you ready to leave the hospital at 11 a.m.
Please arrange with your loved ones to have
transportation ready at that time.

Please Note: If you are medically ready for
discharge and delay your departure, you may incur
additional charges, as insurance companies often
will not approve or pay for additional days unless
medically necessary.

CONTINUING YOUR CARE - Discharge
planning is a process that helps you transition
smoothly to the next, most appropriate place
for your care. Options for continued care

may include your home, a rehabilitative or
long-term healthcare facility or another place
in the community. Our goal is to ensure the next
services you receive are the ones that best fit
your healthcare needs. Adventist HealthCare
offers a variety of outpatient health services
to help you continue recovering.

REHABILITATION - Adventist HealthCare
Rehabilitation, the first and only acute rehab
hospital in Montgomery County, offers
comprehensive programs for a range of issues:

- Orthopedic injuries and surgeries
- Sports-related injuries

- Work-related injuries

- Cardiopulmonary conditions

- Neurological disorders

- Traumatic brain injuries

- Spinal cord injuries

- Strokes

« Amputations

To find a Rehab facility near you, visit
AdventistRehab.com or call 240-864-6202.




HOME CARE - Adventist HealthCare Home Care
Services offers high-quality care and assistance with
personal care in your home. Home Care can provide
nursing care, therapists, home health aides, sitters
and much more. For a free home care consultation,

visit AdventistHomeCare.com or call 301-592-4400.

Need a doctor for outpatient follow-up or continued
care? Adventist HealthCare Adventist Medical
Group offers a variety of compassionate, high-
quality primary and specialty care doctors in your
community. Visit AdventistMedicalGroup.org or
call 1-855-999-4509 to find a doctor near you.

MEDICATIONS AND PHARMACY SERVICES -
Medications can be delivered to your bedside prior
to discharge upon request by a local pharmacy that
partners with the hospital Care Navigation Team.
This service is offered to ensure you have your
medications prior to going home. Talk with your
doctor, nurse or care navigator to understand how
to obtain your medications before you leave the
hospital.

PATIENT PORTAL - You can use our online
health management tool, myAdventistHealthCare
Patient Portal, to access your health records, visit
summaries, lab results and other medical data.

You should receive information at registration and
when you are discharged about how to set up your
Patient Portal account. Once established, you can
access the portal anywhere with internet by visiting
AHC.IQHealth.com.

If you need help setting up or accessing
the portal, email WOMCHealthePortal@
AdventistHealthCare.com or call 1-877-621-8014.



BILLING - If you have questions about your bill
or insurance, please call Patient Financial Services
at 301-315-3660. You can pay your bill online

at AdventistHealthCare.com and clicking the
BILLING tab in the upper right corner.

Paying for medical care can be confusing. You will
be responsible for your deductible, co-insurance,
co-payment and/or any charges not covered by
insurance. You will pay for medical services at the
time they are provided. A financial counselor may
visit you to discuss payment options.

FINANCIAL ASSISTANCE AND CHARITY CARE -
As part of our mission, we provide necessary medical care
to those who are unable to pay. If you do not have health
insurance, you may be eligible for emergency health
insurance from Medicaid and/or financial assistance.

To apply, please pick up a financial assistance form from
Patient Access/Registration on Level 1 or call 5250 from
any hospital phone. Financial assistance is determined
after an assessment of the patient and/or family’s need,
income and financial resources.

Questions? Call 240-637-5250,
Monday - Friday, 7:30 a.m. - 6:30 p.m.




GIVING BACK

ADVENTIST HEALTHCARE WHITE OAK MEDICAL CENTER FOUNDATION

Our organization is a faith based, not-for-profit hospital. Gifts of all sizes have the power to save lives. You can
help us support the health of people and communities by making a financial gift to Adventist HealthCare.
Your gift helps ensure our caregivers have the very best tools, facilities and programs to do what they love:
provide exceptional healthcare to our patients. The White Oak Medical Center Foundation partners

with community members who share our passion and are inspired to make a difference through their
charitable giving.

Your tax-deductible contribution to White Oak Medical Center is a gift to the community, present and future.
Visit AdventistWhiteOak.com/Giving or call 240-637-6177 to learn more and make a gift.

VOLUNTEERS

In our hospital, we offer numerous volunteer opportunities to enrich compassionate care by helping our
patients. Help us make a difference by volunteering at our hospital. Our volunteers may assist in areas with
needs such as patient care, rehabilitation, patient advocacy, office functions, clerical duties, guest services
and other support roles.

To learn more about becoming our hospital volunteer, visit our website at AdventistHealthCare.com
and click on “Ways to Give," or you can contact our Human Resources Office at 240-637-5566.

“We seek passionate volunteers who are caring and responsible for helping us build a stronger community
and improve our patient experience. “



NOTES

Use this space to record questions you want to remember to ask your doctor,
answers you receive and any further instructions from your caregivers.




