
 
Patient Information Sheet 

 
 
Our “Patient First” Model 
Our “Patient First” model means that you are the highest priority in every aspect of our work.  
From the moment you walk in the front door and check in with our Practice Assistants – until our 
Medical Assistant escorts you to the exam room – and through your meeting with the Doctor – 
we assure you that we are doing our best as a team to coordinate all aspects of your health 
care.  And when you are not at the clinic, we have skilled Nurses who will respond to your 
phone calls.  Please do not hesitate to approach any team member with concerns and they will 
help in any way possible.  
 
Office Information   
Our office is open from 7:30AM to 5PM, Monday through Friday. Your team is available to 
schedule appointments, refill prescriptions, and answer calls between 8AM and 5PM.  
 
Same-day appointments are available for urgent care. If convenient for you, we recommend that 
visits for non-urgent problems be scheduled within a week.  
 
You are expected to arrive 15 minutes prior to all appointments (for vital signs, reviewing 
medications, and questions) so that you are ready to see the doctor at your scheduled time. 
 
Our Team 
Practice Assistants: They schedule appointments as well as most diagnostic tests done at 
BWH. 
 
Medical Assistants: They are responsible for supporting the work of the doctors.  They will 
escort you from the lobby, administer vital signs and other tests, set up prescription refills, and 
assist with many other tasks in the clinic. 
 
Nurses: They are the link between you and the doctors. If you need medical advice or help 
coordinating medical care, our nurses are here to listen and find the answers. They also call 
patients after visits to urgent care, emergency room, and hospital admissions to ensure a 
seamless transition back to our office. Our nurses respond to phone calls between 8AM and 
4PM. 
 
Providers: Our doctors and physician assistant (PA) work closely to take care of patients and 
provide preventive and problem oriented visits. 
 
Phlebotomist: Our on-site lab is open Monday through Friday 8AM to 11:45AM and 1PM to 
4:15PM 
 
Patient Gateway (https://patientgateway.partners.org) 
This is a website that provides a convenient way for you to manage your health and 
communicate with our team with responses during office hours. You can review test results, 
manage your appointments, message your team, renew prescriptions, update your medication 
list and medical history, and even pay your bill. After visit summary reports are available on 
Patient Gateway after each appointment. Directions to sign up for Patient Gateway are included 

in this packet on the enclosed Patient Gateway card or via http://patientgateway.partners.org. 

http://patientgateway.partners.org/


Types of Appointments  
(Determined by health insurance plans) 
 

 Preventive visit 
(physical) 

Problem oriented 
visit 

Annual Wellness 
Visit 

General Info A comprehensive 
review of systems, 
visit is focused on 
promoting wellness. 

Visit to discuss 
either an acute 
issue or to follow-up 
on chronic medical 
issues 

A limited version of 
preventive visit, 
includes screening 
for cognitive 
impairment, loss of 
vision or hearing; 
Advanced Care and 
End of Life Planning 

Who is eligible 
for this type of 
visit 

All patients except 
those with only 
Medicare Part B and 
some Medicare 
Replacement Plans 

All patients Medicare Part B 
recipients and 
some Medicare 
Replacement 
Plans only 

Information 
reviewed during 
visit 

Medications 
Past history, health 
habits, family history 

Medications 
Relevant history 

Medications 
Past history, health 
habits, family history 

Physical exam 
type 

Comprehensive 
exam 

Limited, relevant 
exam 

None 

Associated 
testing that may 
be ordered 

Age appropriate 
screening tests 

Certain diagnostic 
and monitoring tests  

Age appropriate 
screening tests 

Insurance 
coverage for visit 

Most insurers cover 
without co-pay 

Most insurers 
require a co-pay 

Visit covered 
without co-pay but 
labs may not be 
covered 

Frequency of 
visit 

Every 12 months 
typically but check 
with your insurance 
plan 

As needed; 2-3 
times a year for 
certain chronic 
medical issues 

Every 12 months 

Visit length 
(includes 
discussion, 
exam, ordering of 
tests, etc.) 

30 minutes 15 minutes 30 minutes 

 A preventive visit does not include a problem oriented visit. If your doctor and you 
choose to address a certain complaint or concern such as knee pain or fatigue, this 
service would not be covered under the preventive visit code. Similarly, if a chronic 
health issue is discussed and changes are made to medications or management of this 
issue, this may be considered a problem visit. In both these instances, you may be billed 
for both the preventive visit and a problem visit. 

 In order to keep our preventive visits as thorough and efficient as possible, we 
encourage you not to wait until your preventive visit and to schedule separate problem 
visits to address your concerns as they arise. 

 For multiple or complex concerns, multiple problem visits may be required to allow 
enough time for us to evaluate and treat you. 



No Show Policy 
If you need to cancel your appointment, please call at least 24 hours before your appointment to 
cancel.  
 
A “No Show” appointment is when you cancel your appointment less than 24 hours prior to the 
appointment time or if you miss the appointment. If you “no show” for your appointment twice 
within a 3 month time period, it may result in your termination at our practice.  
 
Insurance and Billing 
We are committed to providing you with the best healthcare possible but cannot know in 
advance what payments you would be responsible for on your individual health insurance plan. 
It is expected that you stay informed about your health insurance coverage prior to an office 
visit or test. The billing for a visit or test is determined by the services and care received, not by 
the coverage of your insurance plan. It is fraudulent to change services billed in order to match 
your insurance coverage. 
 
Prescription Refills 
Requests are handled by voicemail, fax or Patient Gateway. To initiate a request by voicemail, 
please call 617-796-7170 and dial 2 for the prescription refill line and press the option for your 
doctor. For all requests please indicate your name, date of birth or medical record number, drug 
name, dosage, frequency, and pharmacy phone or fax number.  
 
Refill requests are handled within 48 hours and only during weekdays in which the office is 
open. Please make sure to initiate refill requests well in advance of holidays and the weekend. If 
you need your prescription completed in less than 48 hours, please call your nurse and she will 
help coordinate this. 
 
Mail Order Prescriptions: Mail order pharmacies require hard-copies of the prescription when 
first signing up. You are responsible for mailing the hard-copy prescription to your own mail-
order pharmacy. The clinic does not mail prescriptions to mail-order pharmacies. 
 
Test Results 
If a test result is abnormal and requires an immediate intervention, our staff will contact you as 
soon as we are notified of the result.  For normal and abnormal test results not requiring 
immediate intervention, you will receive a letter via mail or directly via Patient Gateway that 
summarizes your results.    
 
E-Visits 
This Patient Gateway feature is a convenient way through which your doctor can evaluate and 
treat routine problems. These include: back pain, cough, heartburn, red eye, sinus problems, 
urinary problems (females only), diarrhea, and vaginal itching/discharge. To access this, you 
need to log onto Patient Gateway where you will be asked questions about the symptoms you 
are experiencing. You will receive a same-day response during weekdays in which the office is 
open. If the doctor feels that your symptoms require an office visit, you will be asked to schedule 
an appointment.  
 
 
 
 
 
 



Additional Services 
Urgent care calls after hours are routed by our answering service to the primary care doctor on 
call. Urgent care appointments are available on Saturdays 9 AM to 1 PM at BWH Weekend 
Care Clinic at Faulkner Hospital in Jamaica Plain and can be arranged by calling the on-call 
doctor. Medication refills are not addressed after hours. 
 
Our x-ray and radiology services are provided at 850 Boylston Street in Chestnut Hill. For 
special studies or additional test appointment times, you may be referred to Brigham and 
Women’s Hospital main campus in Boston. 
 
Referrals: Consult your primary care doctor for a new problem before seeking specialty 
referrals.  If your doctor refers you to a specialist at BWH, the specialty clinic will call you to 
schedule an appointment. If you miss the call, you are expected to follow through by calling 
back the specialist’s office. For specialist referrals outside BWH or if you are following up with 
an established specialist, you should call to make the appointment yourself. If your health 
insurance plan requires referral prior authorization, you should call 781-960-1100 with the 
appointment details and the referral authorization will be processed.  
 
Hospital Care:  The physicians at the Brigham and Women’s Faulkner Hospital in Jamaica Plain 
provide inpatient care for general medical problems; whereas complex problems are referred to 
Brigham and Women’s Hospital in Boston.   
 
Summary 
In order to provide you with the best possible care, we ask this: 
 

1. Participate in your health care.  Take the time to read and reference the information 
included here and know your Patient Rights. 

 
2. Update your medication list at every visit.  Please be sure to bring in your medication 

bottles or a copy of your medication list to each visit. This includes medications that you 
get over-the-counter. 
 

3. Sign up for Patient Gateway. Keep your account active so you can receive important 
information and communicate in a timely fashion with our team. 
 

4. Be informed. Familiarize yourself with the types of appointments we offer and what your 
health insurance plan covers so that we may best serve your needs. 


