BELLEVUE MEDICAL CENTER

PATIENT & FAMILY
INFORMATION BOOKLET




Table of Contents

Section 1: Welcome to Bellevue Medical Center

Section 2: A Safe Place to Rest and Heal

Section 3: Comfort and Healing Options

Section 4: A Pause From the Noise

Setion 5: Personalizing Your Care

Section 6: Patient Engagement Opportunities

Being Involved in Your Care Plan: “Nothing About Me, Without
Me.”

Bedside Shift Report

Care Partner Program

Access to Your Health Information

Discharge Planning

Transition of Care: What You Should Know and What to Expect

Section 7: Keeping the Space Safe

Section 8: Arts and Entertainment Activities

Section 92: You are Not Alone

Section 10: Partnership

Section 11: Share Your Experience



Ol giod) Jguz
bl saly Shey Ghdctus § 050 Maws Mol sVl el

lasdly Ao, dial dolucs s3I ]
laslls o))l Ol I gl
sLogall o ol sly)l gl

dusall disley &5 (auass :jual] Ml

=u~1=J' 94l 3Sy05 Gdtun § o2ybl &Sslie 0,8 M—M

9‘30-“ L,&;éwy @Mlmﬂtﬁlﬂlib?@d)wl

Pl low edacdly olacd) 585 "

Gledl ey b el "

doall bilogles J] Jgog)l ™

.:“”’ “Q-‘“t9)mjlib’ [ ]

SasB gy ddys3 Of sy S Lo rdsmal] Lile I i)

Ol dadles e Blaodl :gsludl oudll
adlly oAl dnisl :oeltl] eudll
oy Cowd T gl gundlll

31 bl gudl

ety o5 US)Li ;e goloo gl



Section 1:

Welcome to Bellevue medical Center
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Welcome to Bellevue Medical
Center

Welcome, Dear Patient

You've arrived here because something in life has felt heavy. Maybe overwhelming. Maybe confusing or
painful. From the very beginning we want you to know, that you are not alone anymore. This is a space
created with care, a place where healing is not only possible, but nurtured with deep respect and hope.
We know this may not have been an easy step to take. It takes strength to say, “I need help.” That strength
is in you and we are here to meet it with gentle, steady support.

Here in the Behavioral Health Unit, we are not just treating symptoms. We are listening to your story,
holding space for your heart, and walking beside you on your healing journey. For now, this is your home,
a safe and compassionate home for healing.

Who Will Be Walking Beside You?

Throughout your time here, you'll meet a team of compassionate professionals whose only job is to help
care for your heart, mind, and body and support you every step of the way:

* Psychiatrist: A doctor who will work closely with you to understand what you're feeling, help manage
medications, and guide your care with deep listening and medical expertise.

* Psychologists: They are trained to gently help you explore your thoughts, experiences, and emotions.
They will walk with you in therapy, helping you find meaning, strength, and tools for healing.

* Nurse Manager: The leader of our nursing team. They keep everything running smoothly and are always
here if you have questions or concerns about your care.

* Registered Nurse (RN): They are your daily point of connection, checking in on you, offering care,
administering medication, and providing comfort and understanding.

* Practical Nurse (PN): Working closely with the RNs, they are hands-on, warm-hearted helpers who
support your day-to-day needs with kindness and care.

Remember: you are the center of this team. We are here not to fix you, but to walk beside you as you begin
to find your own healing again.
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A Safe Place to Rest and Heal
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A Safe Space to Rest
and Heal

At Bellevue Medical Center, we believe that healing is supported not only by
excellent clinical care but also by the environment in which care is delivered.

Our unit is more than just a hospital floor, it is designed as a peaceful, healing space:

Healing environment:
Natural light and nature views contribute to a calming atmosphere that promotes rest. The presence
of an internal garden in the unit aligns with our belief that nature plays a key role in our approach to
healing.

Spaces for connection:
The unit includes a multifunctional music and social room with activities and a kitchen area to enable
all patients to connect, spend time together, and socialize.

Family Presence:
We understand that family presence is an essential part of healing. In alignment with our person-cen-
tered care approach, visiting hours are thoughtfully established to support your individual needs and
treatment plan while maintaining a safe and therapeutic environment for all. Accordingly, we recom-
mend visitations between 10:00 AM and 8:00 PM. These arrangements are always discussed with
ycgu and their care feam and may be adjusted based on the clinical judgment of the most responsible
physician.

Family lounge: A private space where family members can rest and support you.
As part of our person-centered care philosophy, we also engage patients, families, and staff in

co-designing and improving our spaces, ensuring that every environment reflects the voices and
needs of those who use them.
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Comfort and Healing Options
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Comfort and Healing
Options

We provide both medical and integrative therapies to support your well-being.

Medication: Please ask your nurse and/or physician about your medications and possible side effects.
Available Integrative Therapies:

*  Healing channel

*  Meditation

*  Cold (ice) and hot packs

*  Warm blankets

Comfort Measures:

*  Gentle stretching/ exercises
* Ice chips

*  Exira pillow

*  Walking in the hallway

*  Sitting up in the chair

*  Toking a warm shower

Relaxation Options:
* Earplugs

*  Rest and quiet time
*  Healing music

Spaces & Services

Quiet/Healing Spaces:

= Outdoor healing garden (near hospital entrance)

= Healing room (inside the outdoor healing garden)

Cafeteria offering fresh and healthy foods with the option of room service.

Gift shop with salty and sweet food items, coffee, and gifts.

Concierge services* (hairdressing, beauty, luggage support), available upon demand.
Spiritual support*: pastoral services, prayer cards, “Heart of Jesus” prayer team

*Please inform your nurse to arrange for your needs

\

G
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Section 4:

A Pause from the Noise
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A Pause from the Noise

While we know how important connection is, we also recognize that sometimes, the outside world
can feel too loud. To help protect your healing space, we gently ask that you take a break from
phones, social media, and some external distractions while you're here. This is not about isolation,
it's about presence.

When we unplug from constant messages, comparisons, and pressures, we make room for
something incredibly rare: our own voice.

You matter, your healing matters and deserves priority, and this pause is just one of the many ways
we show you that.
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Section 5:

Personalizing your care experience
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Personalizing Your Care

Experience

At Bellevue, as part of our commitment to person-centered care, we aim to make
your experience here feel as personal, familiar, and respectful of your

values as possible.

We recognize that being in a healthcare setting may sometimes disrupt your usual
routines. That’s why we have systems in place to support your daily habits,
routines, and preferences, helping you maintain a sense of control, dignity, and
peace of mind throughout your stay.

During your admission, we ask about your preferences to ensure that your care is
tailored accordingly, and we also check them with the physician to ensure that they
align with your care plan. Here are some of the ways we personalize the care
experience:

* Meals and mealtime preferences and cultural practices:

- We ask for your meal preferences to help us better understand your likes and
dislikes.

- We also ask for your favored meal times.

- We are committed to respecting your cultural and religious practices. Whether
you are observing fasting during Ramadan, Easter, or for any other reason, you
may request fasting trays or special meal arrangements to support your needs
and care, after checking with the physician to ensure it doesn’t conflict with the
treatment plan.

* Sleep routines: We do our best to honor your usual sleep routines and wake-up

times, ensuring a restful and healing environment. Our goal is to help you maintain

good sleep as it helps in recovery.

* Bathing and Grooming: Your preferences for how and when you bathe or groom

are honored, including any cultural or personal needs. We encourage hygiene

practices and support good self-care.

* Spiritual, cultural, or religious practices: We welcome and accommodate requests

related to your spiritual beliefs or cultural traditions after checking with the

physician.

* Personalizing your environment, with regard to adjusting room settings such as

lighting, temperature, etc.

* And more

Please don't hesitate to share your preferences with us at any time. Our team is here
to provide care in ways that honor who you are.
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Patient engagement opportunities
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Patient Engagement
Opportunities at Bellevue

1- Being Involved in Your Care Plan: “Nothing about me, without me.”

We believe that your voice matters. That’s why we practice shared
decision-making, where you and your healthcare team work together to make
decisions about your care. This means we will:

- Share with you clear and complete information about your condition and
treatment options as much as your condition allows.

- Ask about your goals, values, and preferences.

Example of a goal you might have: | want to reduce my anxiety.

= Assess social determinants of health, the non-medical factors that influence
health outcomes such as the conditions in which you were born, grew up,
worked, lived, etc.

- Support you in weighing the benefits and risks of your treatment options

- Make decisions collaboratively, so your care plan truly reflects what matters
most fo you.

What's your role?

- Be an active partner in your care. Ask questions, let us know what's
important to you. Your involvement helps us deliver care that’s not only safe and
effective, but meaningful and aligned with your needs, preferences, and values.
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Patient Engagement
Opportunities at Bellevue

2- Bed-side shift report

Nurse to nurse handover at Bellevue occurs in your room, at your bedside
to enable you to take an active role in your care. It ho(;}opens twice daily
between 7:00 and 7:30 a.m. and again between 7:00 and 7:30 p.m.

Each report usually takes about 5 minutes. If your condition does not
allow to conduct a bedside shift report, patients are updated regarding
their plan of care throughout the day and as needed.

What happens?

The nurse ending the shift and the nurse beginning their shift will:

* Infroduce themselves to you and anyone with you.

* Invite you to take part in the handover.

* Talk with you about your health and check the medications you are
taking. They will follow up on any tests that were done or lab work that
was ordered.

* Ask for your feedback on how the previous shift went and what your
goals are for the next shift. For example, your goal might be to get more
rest. Your nurse will work with you to support that goo%

* Encourage you to ask questions and express any concerns.
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Patient Engagement
Opportunities at Bellevue

3- Care Partner Program

At Bellevue we strongly encourage the active involvement of family and friends in
your care through our Care Partner Program. This initiative provides an
opportunity for those close to you to participate in your health education and
offer support physically, psychologically, spiritually, and emotionally throughout
your hospital stay and during the transition to care at home after discharge.

What can a care partner be involved in?

Depending on your preferences and needs and physician approval, your care
partner may:

* Ask questions and communicate with the healthcare team
* Be involved in discharge planning
And many other care activities according to your preference and approval

How does the program work?

* Upon admission, your nurse will intfroduce the care partner program and list of
activities. You have the right to choose a family member or friend to serve as a
care partner, and your physician will guide you to choose and will approve the
care partner.

* You can choose the activities that your care partner may participate in. The
activities are described in the care partner program.

* The nurses will ensure that your care partner is well-oriented to the program
and receives sufficient education to perform their role.

* The nurses will verify that the care partner can continue with the activities after
your discharge (such as helping you with medication and following up with
physician). If they are unable to do so, you may be advised to select another care
partner who can provide support after discharge.
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Patient Engagement

Opportunities at Bellevue

4- Access to your health information

To support your involvement in the care, we share any information pertinent to
your case and care with you at all times. We have implemented several processes
to keep you updated and give you the opportunity to ask questions, address
concerns, and be involved such as:

* Daily healthcare team rounds

* Hourly rounds done by nurses throughout the day

* Bedside shift report

* Care planning

And many others

Real-time access to your health information

During your hospital stay, you may request to review your medical file. When you
do, and after the physician’s approval, a member of the healthcare team will
accompany you to help explain medical terms and answer any questions you may
have.

You may also contribute directly to your medical record by using the “Patient and
Care Partner Comment Form.” Ask your healthcare team to provide the form.
Once you write on the form, the healthcare team will review your comments and
respond to any care-related questions you include.

Access to electronic medical information

You can also access your results (such as lab and radiology) online. You will be
provided with a username and password. If you encounter any difficulties
accessing your results, our team is available to assist you.

Requesting a copy of your file
You may request a copy of your file from the Medical
Records Department after discharge.
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Patient Engagement
Opportunities at Bellevue

5- Discharge planning

This process begins at the time of admission and is led by a multidisciplinary
team. The goal is to help you prepare for a safe and smooth transition, whether
to your home or to another care setting.

It includes:

* |dentifying the resources you may need after discharge, such medications or
home care support.

* Coordinating with other healthcare facilities if your care will continue
elsewhere.

* The healthcare team will provide you with the education and information you
need, tailored to your level of health literacy, i.e., how easily you can understand
and use health information to make decisions about your care.

* We will also consider your preferred way of learning (such as through verbal
explanation, written materials, or demonstration) and your preferred language.

* To make sure the information is clear and well understood, we use the
"feach-back" method. This means that after we explain something, we may ask
you to repeat it in your own words or demonstrate what you've learned. This
helps us confirm that the information was communicated effectively and allows us
to clarify anything if needed.

* Before discharge, the team will assess your confidence and readiness to
manage your care at home or to transition smoothly to the next level of care.
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Patient Engagement
Opportunities at Bellevue

6- Transition of care: what you should know and what to expect

A transition of care means you are moving from one healthcare setting to anoth-
er, for example, from hospital to home, to a rehabilitation center, or to another
hospital. Here's what you need to know to feel confident, informed, and safe:

* Your diagnosis and condition: Make sure you understand what you were
treated for and your current health status.

* Your Care Plan: Know your recovery goals, treatment steps, and how long you
may need support. Be informed about the services you will need after discharge.
If you are being transferred to another organization, ask about the reason for the
transfer and what to expect from the new facility.

* Next Steps: Understand your medications, upcoming appointments, home care
needs, and follow-up instructions.

* Always speak up if you have any questions or concerns.

What to expect?

* Written Instructions: You should receive a clear summary of your care plan,
including:

- Alist of your medications and how to take them

- Warning signs to watch for

- Who to contact if you have questions?

- Emergency contact instructions

* Support Coordination: Your healthcare team will coordinate with the next
organization or service to ensure a safe and smooth transition, if you will be
transferred to another center.

* Family or Care Partner Involvement, according to your preference
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Section 7:
Keeping the Space Safe
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Keeping the space safe

Some items that may seem ordinary in everyday life can feel unsafe in this
setting, for you or for others. That’s why we have a few firm but loving
boundaries around what is and isn’t allowed in the unit.

This isn’t about taking away your freedom. It's about creating a space where
everyone can feel truly secure, seen, and protected just like in any caring home.

If you're ever unsure about what’s okay to bring or use, just ask us. We'll always
meet your question with kindness.
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Section 8:

Art and Entertainment Activities
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Arts and entertainment activities

There are several activities available in the hospital to ease your stay.

WiFi Access through a username and password received through SMS to the phone

number you provided to the Admission Office A

Local and International TV Channels
Entertainment and Healing Channels:
Channel 1: BMC Announcement
Channel 2: Educational
Channel 3 & 4: Entertainment
Channel 5: Healing Channel
Entertainment Boxes which include crosswords, sudoku,mandala coloring sheets, etc.
Access to Netflix and Youtube
Music and wellness activities (please check with your nurse)
Pamphlets available in the magazine holder in the waiting areas.
Entertainment Section in the unit with books, games, punching bag, karaoke,
treadmill, bicycle etc. to pass time
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Section 9:
You Are Not Alone
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You Are Not Alone

Every single part of this space, from the staff to the soft |i?hﬁng, from the daily rhythms to the quiet
corners, was designed for you. To help you feel safe. To help you remember who you are beneath the
pain or confusion.

Please reach out if you need anything no matter how small. You are not a burden. You are worthy of

care, compassion, and a future filled with light.
We are so glad you are here.

if you have any concerns
to the care you receive
yourself so you fully understand your diagnosis and treatment
a trusted family member or friend to be your advocate.
about your medicine. Medicine errors are the most common healthcare mistakes.

an accredited healthcare facility, like BMC, that has completed rigorous inspections to ensure
safety and quality.

in all decisions about your treatment plan.
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Section 10:

Partnership
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Partnership

At Bellevue Medical Center, we believe in co-design, a collaborative approach
where care improvements are created with patients and families, not just for
them.

Your insights, experiences, and ideas are essential in shaping care that truly
meets people’s needs.

That’s why we actively involve patients and care partners in improvement projects
and initiatives. We also have a Patient and Family Advisory Council made up of
individuals who have received care at BMC and want to make a difference for
others.

If you're inferested in being part of a project or joining our advisory council, we
warmly invite you to let us know. Your voice can help improve the experience for
future patients and families.

Projects that patients participated in over the years:

* Improving experience of COVID-19 patients

* Care partner program revision

* Outpatient clinic design and processes

* New unit design (Medical Surgical Unit, Behavioral Health Unit, Pediatric, ER
and playroom)

* Service design (e.g. PCR drive-thru)

* Hiring processes
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Section 11:

Share your experience
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Share your experience

At Bellevue Medical Center, your feedback is essential to helping us improve and
continue providing person-centered, high-quality care. We encourage you to
share your experience, whether it's a compliment, concern, or suggestion,
through any of the following ways:

* Speak directly with your healthcare team if you have any questions, concerns,
or complaints.

* Fill out a Compliment/Complaint Form, available in all units and at main
reception areas.

* Contact the Total Quality Management Department Office at extension
5322.

* Complete the Patient Experience Survey upon discharge.

Your voice matters. Thank you for helping us serve you better.
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