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Mill Valley Pediatrics, Inc.

17853 State Route 31
Suite C
Marysville, OH 43040


Telephone: (937) 578-4210		 Email: millvalley@mvpdocs.com
Fax: (937) 578-4220 			Website: www.mvpdocs.com

OFFICE HOURS
Monday, Tuesday, Wednesday 8:00am – 6:00pm
Thursday & Friday 8:00am – 5:00pm

TELEPHONE HOURS
Monday, Tuesday, Wednesday 8:30am – 5:30pm
Thursday & Friday 8:30am – 5:00pm
* The office is closed for lunch from 1:00pm – 2:00pm daily. *


Thank you for trusting Mill Valley Pediatrics, Inc. in the care of your child.  Mill Valley Pediatrics, Inc. has a superb team of experienced physicians, nurses, and office staff who dedicate their time and effort to offering the best medical care possible for you and your child.

Please read the following office policies & procedures. If you have any questions, please do not hesitate to ask a member of our staff for assistance.


Sincerely, 

Monica C. Gilbert, MD 
Cheryl K. Kirkby, MD 
Lisa A. Krumm, MD 
Jessica Rolfes, CPNP
PATIENTS’ RIGHTS & RESPONIBILITIES
Patients have the right to: 
· Quality services appropriate to their healthcare needs delivered in a timely manner. 
· Appropriate medically necessary medical care without discrimination in regards to sex, culture, economic, education, religion, or source of payment. 
· Reasonable access to medical care. 
· Confidentiality in regard to medical and social history, individual medical records and medical information. 
· Be treated with dignity, respect and consideration. 
· Be informed about personal health as it concerns medical condition, diagnostic tests and treatment plans. 
· Change physicians/providers 
· A second opinion. 
· Involvement in decision-making concerning treatment. 
· Refuse participation in medical research. Human experimentation affecting care or treatment shall be performed only with a patient’s informed consent. 
· Auditory and visual privacy during a visit. 
· Approve or refuse release of information except when the release is required by law. 
· Refuse treatment or therapy. Such persons will be made aware of the consequences of their decision and it will be documented in their medical record. 
· Appropriately assert complaints and grievances about the providers and health care provider. 
· Be informed about the role of medical students/supervised practitioners and the right to refuse such care. 

Patients & Parent/Guardians are responsible to: 
· Become informed about your insurance plan including medication & laboratory benefits available. 
· Become knowledgeable of the system to access medical care. 
· Keep all scheduled appointments and to notify the provider when unable to keep a scheduled appointment. 
· Follow all medically appropriate physician orders and prescriptions. 
· Furnish the provider with a copy of your Advance Directions and/or POA. 
· Treat all personnel with courtesy and respect. 
· Provide complete health status information for accurate diagnosis and appropriate treatment. 
· Provide complete updated demographic and insurance information. 

24 HOUR SUPPORT
Mill Valley Pediatrics is on call 24 hours a day, 7 days a week, 365 days a year! In addition to our regularly scheduled office hours, a physician is always available for you to speak with when the office is closed. After hour calls are for emergent medical concerns only. We provide this service for concerns that cannot wait until the next business day. The goal of the physician on-call is to determine if your need is a potentially serious problem, requiring evaluation at an Emergency Room, Urgent Care facility, or if it is best handled in the office setting. Many times the physician on-call will be able to offer helpful advice or supportive care that may help until a medical evaluation occurs. You may also find answers to frequently asked questions on our website as well as helpful health handouts for additional guidance when the office is closed. Please keep in mind the purpose of the on-call physician is not to diagnose or treat by phone and prescriptions will not be called in to a pharmacy prior to an exam in our office. Please call the office after regular business hours for instructions to reach our physician on-call.

PATIENT PORTAL

* DO NOT USE PORTAL COMMUNICATION IF THERE IS AN EMERGENCY.*
* PLEASE DIAL 911 OR GO TO THE EMERGENCY ROOM.*

Mill Valley Pediatrics is focused on providing the highest level of service and health care.  The Patient Portal (PP) is designed to enhance patient- physician communications.  The PP offers secure viewing and communication as a service to our patients who wish to view parts of their records and communicate with our office.  The PP is provided in partnership with eClinicalWorks HER on HIPAA compliant VPN with high-level encryption that exceeds the HIPAA standards.  Our PP is accessible from multiple sections on our office website.  Once enabled, you will receive a welcome email with instructions to initially login, change your password, and quickly begin to enjoy many advantages.  Benefits to using the PP include, but are not limited to:
	· Receive appointment reminders
	· Request medication refills

	· Update demographic information
	· Send & receive messages

	· Review medications & prescriptions
	· Receive educational materials

	· View & print immunization records
	· View & print visit summaries


The PP is provided as a courtesy to our valued patients and all users must be established by a previous office visit.  To gain access to our secure server on the PP, simply provide the office with a current, personal (non-work) email address.  We strive to keep all of the information in your records correct and complete.  We reserve the right at our own discretion to terminate the PP offering, suspend user access, or modify services through the PP if abuse or negligent usage of the PP exists.  Please feel welcome to consult a staff member for more information. 
APPOINTMENTS
At Mill Valley Pediatrics, all appointments are scheduled in an attempt to see everyone on time.  We offer same day sick appointments for acutely ill patients with our in office providers.  To ensure your child is scheduled for sufficient time with the physician, please be sure to explain your child’s symptoms in detail to the receptionist.  Chronic or complex concerns may be scheduled for another day with your child’s PCP.  We make every effort to meet your scheduling requests.  We suggest that Well Child Checks & Medication Reviews be scheduled well in advance so that we can best accommodate each family’s scheduling preferences.  Please make sure to keep a current telephone number & email address on file with our office for your family.  We place courtesy reminder calls for appointments as well as send appointment reminders via our Patient Portal.

Late Appointments: A patient arriving 15 or more minutes late for their scheduled appointment time may be asked to reschedule that appointment.  If you are unable to arrive to your appointment on time, please notify our office as soon as possible.

Missed Appointments:  A patient that does not arrive for a scheduled appointment or fails to cancel the appointment within MVP guidelines is considered a “NO SHOW”.  We will send a courtesy letter to you advising of the missed appointment.  We understand that occasionally circumstances arise that may cause you to miss an appointment so we allow for one “oops” missed appointment.  However, consistent missed appointments result in wasted physician time, preventing us from scheduling another patient who may need to be seen urgently.  With our growing practice appointments can be limited, therefore; we ask Parents/Guardians to call at least 24 hours ahead to cancel a Well Visit, Medication Review, or New Patient appointment and at least 4 hours ahead to cancel an Ill Visit.  We have the following “NO SHOW” policy:

· 1st missed appointment: a first notification letter is sent.  We understand that “LIFE” happens.
· 2nd missed appointment within a 1 year period: a second notification letter is sent and a $25.00 charge is placed on your account.
· 3rd missed appointment within a 1 year period: a third notification letter is sent and a $25.00 charge is placed on your account.  Your family may be in danger of being dismissed from the practice.

Charges assessed to your account due to missed appointments are not submitted or payable by your insurance company.  Please keep in mind that our “NO SHOW” policy is a family policy; if one child exceeds the number of missed appointments we allow and is subsequently dismissed, the dismissal typically applies to the entire family.

BILLING & INSURANCE
We accept most insurance plans and can make every attempt to verify your eligibility if you change insurance plans.  Please bring your insurance card to each and every visit as you will be asked by our receptionist to verify coverage at each visit.  Insurance benefits can vary from plan to plan therefore having full knowledge of your coverage can help eliminate billing problems.  Please remember that your insurance policy is a contract between you and your insurance.  Our office is not part of this contract.  Please be aware that you are financially responsible for any services which are not covered by your insurance policy.  If you are unsure what services are covered under your plan, please contact your insurance provider prior to the appointment.  All patients who present without valid insurance information are considered a self-pay (SP) patient.  SP patients are expected to pay charges at time of service.  If you have insurance coverage but are unable to provide valid proof at time of service, payment will be expected at time of service.  In the event your insurance provider issues payment to our office and your account is current, you will be issued a refund check.

If you have a billing concern or question, first review your Explanation of Benefits (EOB) and contact your insurance provider for detailed information.  Many times, this information is accessible to you on your insurance provider’s website and will be available to you prior to receiving a statement from our office.  Second, if your concern or question continues please contact our billing service.  Our office is contracted with Ohio Health Group (OHG) for billing services.

OHG operates a Customer Care hotline for patient concerns and questions, 
available toll-free at (866) 544-5201, Monday – Friday 9:00am – 6:00pm.

COPAYS & PAYMENTS
Payments and copays are due at the time of service as required by your insurance company.  We accept several forms of payment including cash, check, credit/debit cards, & a variety of HAS cards.  Please be aware we have a $10 processing fee for all copayments not collected at the time of service as well as a $20 processing fee for all returned checks.  If there is a balance on your account, please arrive to appointments prepared to pay your balance in full or arrange payment options.  We accept several forms of payment including cash, check, credit/debit cards, & a variety of HSA cards.  For your convenience, we have payment plan options which can offer a recurring monthly payment via your credit/debit card.  Please keep in mind we reserve the right to require payment in full prior to being seen in the office for any balance greater than ninety (90) days overdue.  In the unfortunate event that your account is sent to collections, your family may be eligible for dismissal and a payment may be required to remain part of the practice.

SELF – PAY POLICY
All cash patients and patients that present without valid insurance information are considered a self-pay (SP) patient.  We offer two payment options for SP patients based on financial need.  All SP patients are required to pay at least 50% of the total charges at the time of service.
Option 1: Prompt Pay Discount = 30% off the total bill, if payment in full is made at time of service.
Option2:  Delayed Payment Discount = 15% off the total bill, if payment in full is not made at time of service.  SP patients are required to pay at least 50% of the total bill at time of service.  Any remaining balance will be forwarded to our billing service.


COMPLETION OF FORMS

Please bring all necessary forms to your child’s Well Child Check and Medication Review appointments for completion.  Forms will be completed during your appointment free of charge.  We understand it can be difficult to gather forms from daycare, school, sports, etc.  For your convenience, we make an effort to keep commonly used forms available in our office as well as on our website.  However, it is your responsibility to collect any forms specific to your child prior to the appointment.  Any form submitted after your child’s appointment will incur a $5 processing fee.  Your child must have had a Well Child exam in our office within the past 12 months in order for camp/daycare/school/sport/work paperwork to be completed.  We ask for 24-48 hours for paperwork to be completed.
FMLA paperwork is often extensive and requires extra time to complete properly.  We are aware that “deadlines” exist with your employer so please allow 5 business days for completion.  There is a $20 processing fee for completion of FMLA paperwork.

MEDICAL RECORDS
A Parent/Guardian or otherwise authorized requester must complete an Authorization to Release Medical Information form for any records beyond an Immunization Record.  For copies of your child’s medical records, we offer several options to meet individual needs.  For your convenience, a fee schedule based on Ohio Revised Code 3701.741 is available in our office as well as on our website.
· Immunization Records: available free of charge.  Immunization Records are available to you 24/7 via our Patient Portal.  We ask for 24 hours to complete your request in office.
· [bookmark: _GoBack]Medical Summary (MS): $5flat fee per patient.  MS is a comprehensive summary of care including appointment dates, allergies, diagnoses, immunizations, & medications.  MS may vary by patient.
· Complete Medical Records, CD (compact disc): $20 flat fee per patient.  Payment is due at time of request & we ask for 7-10 days processing time.  We offer the option of getting records on CD because it is easily transferrable to another provider & allows you access to information as needed.
· Complete Medical Records, printed: per page fee schedule based on ORC 3701.741.
· Specific Medical Information from Date of Service _________: per page fee schedule

TRIAGE NURSE
*DO NOT USE ADVICE LINE IF THERE IS AN EMERGENCY*
*PLEASE DIAL 911 OR GO TO THE EMERGENCY ROOM*

Mill Valley Pediatrics provides a dedicated advice line during office hours.  Our advice line is staffed by a Registered Nurse.  Our triage nurse is available to assist you in many areas of your child’s health care including, but not limited to:
	· Advice
	· Nurse Visits

	· Patient-Physician liaison
	· Specialty injections

	· Prescription refills
	· Prior Authorization

	· Referrals
	· Test orders & results


Calls are taken by our triage nurse Monday – Friday from 8:30am – 12:30 pm & 2:00pm – 4:30pm.  Messages left for our triage nurse after 4:30pm may not be returned until the following business day.  Every effort is made to check messages hourly, if not more frequently, to ensure your concerns are addressed promptly.  Our physicians will not refill prescription medications for patients who have not been seen in our office.  For your convenience, answers to frequently asked questions as well as helpful handouts are available for you on our website.

MEDICATION REFILLS
Our physicians will write a prescription with enough refills to provide medication until the next recommended visit.  Please be aware that certain medications require an actual office visit for your child to be evaluated by the physician in order for a refill to be written.  Please discuss the interval of appointments with your child’s physician as different patients and different medications result in different follow up frequency.  We advise Medication Reviews be scheduled in advance so your child does not run out of their prescribed medication.  Scheduling ahead also ensures we can best accommodate your family’s scheduling preferences.  All refill requests must be approved in writing by the physician before a refill a refill can be completed.  For this reason, we ask for 24-48 hours to complete requests for refills.  For your convenience, you may request refills by calling our triage nurse and by using our Patient Portal.  Medication refills may not be granted if you are overdue for an appointment.

SPECIALIST REFERRALS
Many insurance companies require a referral to be submitted for a patient to see a specialist.  In the event your child’s physician advises continuum of care with a specialist, a referral will be completed by our triage nurse on your behalf.  Each specialist office operates under their own intake and scheduling guidelines; their office may contact your family directly or they may utilize MVP as a point of contact.  If you have not received follow up information regarding a referral for your child within 7-10 business days, please contact our triage nurse for an update.

TEST RESULTS
We understand that waiting for test results for labs, x-rays, etc. can be challenging.  Our office makes every effort to contact you as soon as results become available.  One of our physicians will review test results as they become available to MVP.  A physician or our triage nurse will call you with the reviewed results.  Please keep in mind some test results are expected same day but others may take several days.  Your physician can advise you of approximate processing time.
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