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Patient Rights,
Responsibilities
and Safety




Everyone plays an important role in providing
safe patient care including the physician, nurses,
technicians and you.

It is our goal at Holland Hospital to provide you with safe and effective
health care. To reach this goal, we need your assistance in your health
care process. Outlined in this brochure are your rights and responsibilities
as a Holland Hospital patient.

We pledge to offer you a high-quality, safe health care experience and to
respect your rights, dignity and preferences as an individual. In turn we
ask that you serve as an active member of your health care delivery team
by fulfilling your responsibilities as an informed patient.

We Need You To:

» Make sure your physician knows what medications you are currently
taking. This includes prescription and over-the-counter medications
and dietary supplements such as vitamins or herbs.

» Make sure your care team knows about any allergies you may have
to medications.

« Offer to show your armband when health care professionals enter
the room.

» Participate in your treatment by asking staff to explain what they are
doing and why.

» Speak up if you have questions or concerns.

» Follow directions from your physician and health care professionals,
particularly when you are discharged from the hospital or the
emergency department.

» Involve a family member or friend in your care, particularly if you are
unable to fully participate in your own care.
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Your Responsibilities

Participate in your own care.

Provide complete and accurate information about your insurance
coverage and your ability to meet any self-pay balance.

Provide your complete medical history (including information about
your health, hospitalizations, past illnesses and medication use) to your
caregivers.

Wear your identification (ID) band which is provided to you upon
admission.

Communicate that you understand your diagnosis, treatment plan and
care options.

Communicate that you understand what is expected of you during the
course of your treatment.

Communicate that you are able and willing to cooperate with your
health care team, as described in your treatment plan.

Communicate with your health care provider(s) if your health changes in
any way or if unexpected complications arise.

Ask questions if you do not understand the information provided to you.

Be considerate and respectful of the rights and privacy of other
patients, visitors and staff members.

Honor our privacy policy, which specifies that in order to preserve the
privacy of our patients, visitors, and staff, patient/visitor videotaping
and audiotaping are prohibited in hospital facilities.

Communicate with hospital staff and physicians in a civil manner at
all times. Rude, discourteous, insulting, or threatening language or
behavior will not be tolerated and may result in you or your family
members being asked to leave the premises. Acts of violence toward
hospital staff will be prosecuted.
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For Your Safety

Your care team will check your armband each time they give you
medications, including IV medications.

Staff will ask you to identify yourself, or have your advocate identify you,
when going for tests and procedures.

If you are scheduled for surgery, we will ask you to confirm the location
of your surgery, and we will mark the surgical site.

Staff will take appropriate precautions to prevent the spread of
infections in the hospital.

When blood is drawn, you will be asked to confirm that the tube is
labeled correctly with your name.

Holland Hospital is prepared at all times to address acute changes

in a patient’s clinical condition. If you or your family are concerned
about a change in your condition, you can request an assessment by
the Rapid Response Team at any time. Our Rapid Response Team
consists of experienced staff with specialized training for assessing and
responding to unanticipated changes during your hospital stay. Your
nurse will contact and work with the team to address your needs.




You Have The Right ...

To receive necessary and appropriate care in an environment
characterized by respect for your dignity, individuality, personal
values and beliefs.

To privacy.

To unrestricted access to communication (e.g., phone, visitors). Should
your communication need to be restricted, you will be included in the
decision-making process.

To strict medical record confidentiality. Aside from your health care
providers, no individuals will be provided access to your medical record
without your express permission, unless it is required for your care,
payment for services, health care operations or is otherwise required
by law.

To be informed about your diagnosis, associated treatment options and
outcomes of care, including unanticipated outcomes.

To be fully informed of your treatment options and to choose or refuse
treatment throughout your hospital stay. You have the right to consent
or decline to participate in medical research.

To know the names and roles of physicians, nurses and other people
who are treating you.

To formulate an Advance Directive such as a Durable Power of Attorney
for Health Care or a Living Will. This document designates an advocate

or surrogate to make health care decisions for you if you become unable

to communicate those decisions yourself. You may contact Spiritual
Care Services for assistance with this document.

To a full explanation of your medical bill. You may also receive
information regarding financial assistance with your bill.

To receive complete discharge instructions including information
related to your continuing health care needs.

To see or receive a copy of your medical record after discharge.

To receive information regarding transfer to another medical facility, if
recommended, as well as your various care alternatives. You have the
right to request a transfer to another facility.
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» To have pain or discomfort assessed and managed based on your
individual needs. You have the right to be educated with regard
to your pain.

» To request the presence, input, and participation of visitors of your
choosing. Visitation will not be prohibited on the basis of race, color,
national origin, religion, sex, sexual orientation, gender identity,
or disability.

» To be informed if any clinical restriction or limitation of your rights to
visitation is necessary, and to withdraw or deny consent for visitors at
any time.




Holland Hospital complies with applicable Federal civil rights laws and
does not discriminate on the basis of race, color, national origin, age,
disability, or sex. Holland Hospital does not exclude people or treat them
differently because of race, color, national origin, age, disability, or sex.

Holland Hospital offers language assistance services in 200+
languages, including American Sign Language, free of charge. If you
are in need of this service, please inform any Holland Hospital staff

member.

Polish

Szpital w Holland oferuje darmowe ustugi pomocy
jezykowej w ponad 200 jezykach. Jedli potrzebujesz
takiej ustugi, poinformuj o tym jednego z pracownikéw
szpitala.

German

wollen, informieren Sie bitte einen Mitarbeiter des

Das Holland Hospital bietet kostenlose
Sprachassistent-Dienstleistungen in tber 200
Sprachen. Wenn Sie diese in Anspruch nehmen

Holland Hospital.

Spanish

El Hospital Holland ofrece servicios de asistencia
idiomatica en mas de 200 idiomas de forma gratuita.
Si usted necesita de este servicio, por favor inférmelo
a cualquier miembro del personal del Hospital
Holland.

[talian

Qualora necessitiate di questo servizio, vi preghiamo
di parlarne con il personale del Holland Hospital.

Holland Hospital propone servizi di assistenza
linguistica in oltre 200 lingue a titolo gratuito.

Arabic

G ausigicas Holland Faahe 1dausle 38 100 sss il
20 200 d&'& ec\uf ‘\J\ tﬂu& gc\c'& \dd 530 \dtjefac Lﬁj)cd
Jel Iea Tpoale GG gad austicicics Aol s 23Jd,

Japanese

Holland Hospital 1£200LL EDEEXEY—ERX %
EHTCIEBELTOET, COY—ERXRERELSH
BB A1, Holland Hospital MEEEIZHESEL 2
1AW

Chinese

Holland Hospital e &R #£200% & B E 17 B1ARTE. 0
BIRFEEEERTS, S % Holland Hospital B94E
ITEANE,

Vietnamese

Bénh vién Holland cung cap cac dich vy trg ta ngdn ngi?
mién phi bang hon 200 ngdn ngit. N&u quy vi cé nhu cau
vé dich vu nay, xin vui long thong bdo cho bat ¢t nhan
vién nao cla Bénh vién Holland.

Russian

6onee 200+ A3bikax becniaTtHo. Ecan Bbl HyKAaeTech B
3TOW ycnyre, noxKanymncra, coobumte o6 atom ntobomy
COTPYAHMKY 3TOrO rocnuTans.

Holland Hospital npepnaraet nomoub B 06LLeHMM Ha

Serbo-Croatian

obavestite bilo kog ¢lana osoblja bolnice Holland.

Bolnica Holland nudi besplatne usluge jezicke pomoci
na preko 200 jezika. Ako vam je potrebna ova usluga,

Albanian

Holland Hospital ofron shérbime asistence gjuhésore
falas 200+ gjuhé. Nése jeni té interesuar pér kété
shérbim, ju lutem informoni cilindo prej anétaréve té
stafit té Holland Hospital.

Korean

JR

Holland Hospital& 20001 4104 O] 4 *94
NUIASE 222 Mol SELICH 89 MUIASE
5|35t A2, Holland Hospital ﬁi‘ 220l Al
LSoll AL

Tagalog

Ang Holland Hospital ay nag-aalok ng walang

bayad na mga serbisyong tulong sa wika sa 200+ na
mga wika Kung kailangan mo ang serbisyong ito,
mangyaring ipaalam sa sinumang kawani ng Holland
Hospital.

Bengali

Holland Hospital AT SIET SJfLT gl IR0
200+Bf SR @IS G2 FJLT SRS el
@52 I Holland Hospital-ag T FIRB o
MIBINIGH

Assyrian

spnade¢ Holland Hospital @aia? adaz. e
whaitad @ 3ax oo e Ao Qs
BA ol A A avawg. Ko Kaha & awmd
amaiihd 1 Aoz @ W ot KAana
BRapQ L m and aad ol Al \ Q
San N amrd.
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If you believe Holland Hospital has failed to provide these services or
discriminated in another way on the basis of race, color, national origin,
age, disability, or sex, you can file a grievance with Patient Relations,

(616) 394-3742.
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Your Concerns Are Important To Us

» We encourage you to communicate any of your concerns at any time
during your stay. Staff, managers and the Patient Relations Team want
to resolve your concerns or complaints promptly.

» You may also express your concerns by filing a written or verbal
complaint/grievance with our Patient Relations Department
at (616) 394-3742.

» Complaints are taken seriously and the Patient Relations Coordinator
will always address your concerns and work with Holland Hospital
personnel to help resolve your concern.

You may also at any time file a complaint or grievance with:

Michigan Department of Licensing
Regulatory Affairs

Bureau of Community and Health Systems
Complaint Investigation Unit

P.O. Box 30664

Lansing, Ml 48909-8170

Fax: (517) 241-0093

Toll-free Complaint Hotline: (800) 882-6006
michigan.gov/bhs

DNV Healthcare USA Inc.

Attn: Hospital Complaints
4435 Aicholtz Road, Suite 900
Cincinnati, OH 45245

Website: https://www.dnvhealthcareportal.com/patient-complaint-report
Email: hospitalcomplaint@dnv.com

Phone: (866) 496-9647

Fax: (281) 870-4818

Holland Hospital | Patient Rights, Responsibilities and Safety 11



Holland Hospital Parking
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Washington Ave

Visitor
Entrance 26th Street

26th Street

e Emergency Entrance / Radiology

Visitor Parking & Conference Center
Endoscopy & Reflux Center/Wound Care Patients

Spectrum Health
Heart & Vascular Center Patients

3 Lab / Registration / Surgery Patients

@ ot5 A, B, & D - Employee Parking

0 Main Entry Drive 27th Street

Emergency Entrance
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