




Fearless Care LLC 
Office Policies and Procedures

Please carefully read and retain this copy of our policies and procedures. We have set them in place to ensure safety, clear communication, a therapeutic alliance and partnership with our patients so we may help improve the health of as many people in the community as possible.

Appointments and Cancellations

All appointments must be scheduled by the patient if they are a legal adult (18+) parent, or legal guardian.

We utilize electronic consent forms and registration documentation software as part of our electronic health records online check in process. Consents MUST be completed before your initial appt. You will be texted and emailed a link to complete your check in 3 times, beginning 7 days ahead of your appt. If you would prefer to complete consents/registration documents by paper, arrangements to come in 20 mins before scheduled appt time must be made and communicated with our office. 

If you are 10min + late, you must reschedule your appt. Exceptions can be made on case- by-case basis, please communicate with us so we can try to work with you.

Ongoing care—including medication management—requires regular visits at intervals determined by your provider. We cannot continue prescribing or managing treatment for patients who do not attend scheduled follow-up appointments. Maintaining an active, established relationship with regular visits is a condition of continued care at this practice.


Communication and Coordination of Care

Providers spend most of their day seeing patients, then work on administrative tasks. Please allow 2-3 business days to respond to portal messages and refill requests. It may take 1-2 weeks to complete complex paperwork/letters such as disability, accommodations, etc. 

The patient portal is intended for brief, non-urgent communication. It is not a substitute for an appointment. For patient safety, there are limits to what we can safely address by message—many issues require a visit so we can properly evaluate, document, and manage your care. Complex clinical questions, medication changes, new symptoms, and multi-part messages cannot be handled by portal and will be redirected to a scheduled appointment. Detailed or complicated portal messages take significant time away from scheduled patient care and delay responses for everyone; please schedule a visit when a real discussion is needed.

Please be responsible for managing your medication. Do not wait until you are out of medication to request refills. If you cancel/miss a scheduled appointment for medication refills, providers will provide a 30-day courtesy refill of most medications (controlled substances are generally excluded) on request.

We will not provide accommodation letters or disability paperwork for patients unless they are established and active/engaging in regular treatment for at least 6-12 months. We will not provide work or school notes without a visit that corresponds to the reason for the absence or to patients who have an outstanding balance.

In order to best coordinate continuity of care, we will require medical and mental health records from former providers/prescribers. We practice collaborative care and ask that patients complete a release of information so we may communicate with other community care providers (such as psychotherapists, specialists, etc.) to ensure safe and collaborative care.

After hours/Crisis

We are generally not able to provide crisis/urgent appointments. Please see urgent care, the emergency department, or call 911 if you experience a medical/mental health emergency during out of office hours. 

We believe in helping shape the next generation of providers through education and frequently have students participating in their clinical rotations at our practice. Patients will be asked permission before students are permitted to observe or provide care beyond obtaining vital signs and asking basic health questions in the intake process. Please let staff know if you would prefer not to have a student participate when you check in.

Privacy

The best and most secure way to communicate with your provider is through the patient portal. Providers typically respond within 24 hours; however, individual office hours are variable and we are not able to set out of office notifications via the portal. If you have not received a reply from your provider after 3 business days, please call the office to report it to staff. 

Providers use AI software to assist with documentation. This software is HIPAA compliant and no personally identifiable data is shared during encounters; however, if you would like to opt out of the use of that technology, please make staff aware ahead of or at the time of your encounter.

The Hampton roads area is large, but there may be a time when you see a staff member in public. We are all friendly and welcoming, but we highly respect your confidentiality (and federal regulations), therefore, we will never greet you first. You are welcome to speak to us, but we won’t initiate communication or disclose the nature of our relationship in public/outside of healthcare setting without permission.

Patient Discharge

We feel privileged to partner in your health and wellness goals, but there are some reasons that patients may be discharged from our care. The reasons are either due to a disruption in the therapeutic alliance or safety concern. Examples of reasons for discharge include (but are not limited to):

· Patients who have missed 3 appointments without canceling their appointments. 
· Patients who are not being honest about medications/substance use.
· Patients who have disrupted the therapeutic alliance.
· Patients who demonstrate threatening, aggressive, or rude behavior to staff.
· Patients who do not meet their financial obligations

Decisions on discharges are made after collaborative review of circumstances by providers, staff and administration/leadership. If you are discharged, you will receive a detailed letter in the mail explaining the reason, effective date of discharge and a 90-day refill of current medication, if it is not a controlled substance. There may be some variability that is based on provider’s clinical judgement. 


PATIENT RIGHTS AND RESPONSIBILITIES 

We are committed to serving you with compassion, care, and respect. As one of our valued patients, you are entitled to the following:  

You have the right:

· To be treated with respect and dignity.
· To know the names and professional status of the person(s) serving you.
· To privacy and confidentiality.
· To receive accurate information about your health-related concerns.
· To know the effectiveness and potential side-effects of all forms of treatment.
· To participate in choosing the form of treatment best suited to you.
· To receive education and counseling about treatments.
· To review your medical record with your clinician.
· To amend your records.
· To receive any information about potential services or related services
 
 You have the responsibility:

· To seek medical attention promptly, and to provide useful feedback.
· To be honest about your medical and social history.
· To be honest about your lifestyle risks and exposures.
· To ask questions about anything you do not understand.
· To follow mutually agreed upon treatment plan.
· To report any significant changes in your health.
· To adhere to practice policies.
· To show up to appointments or cancel 24 hours in advance.
· To allow for 2-3 days to process refill requests
· To communicate any changes in: contact information/demographics, insurance and pharmacy information.





