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Our beloved patient,
Welcome to Bellevue Medical Center!

At Bellevue, we know and understand how stressful hospitalization can be. This is why we make it a point
to focus on your individual needs and ensure that you always feel heard, respected, and cared for. It is our
priority that you feel safe, informed, and comfortable during your stay. We also want to make sure you
know what to expect while you are here.

As a Joint Commission International (JCI) accredited and Planetree certified hospital, we are committed to
providing high quality and person centered care in a supportive healing environment. You are in good,
safe hands with our caring staff and we assure that you will be treated with a holistic approach: body, mind,
and soul and with communication that is open, respectful, and centered around you. At Bellevue, we also
believe that healing happens best when care is aligned with your personal values, routines, and lifestyle.
That's why we make every effort to accommodate your preferences, whether related to your meals, sleep
routines, personal grooming, spiritual beliefs, or even the environment around you. We support the use of
complementary healing practices upon request, and we offer entertainment activities and social support to
promote mental well-being, reduce stress and anxiety.

The overall design of the hospital has been set up in a manner that facilitates hospital processes, and
maintains safety throughout your stay. The patient-friendly environment surrounded by beautiful scenery
provides a relaxing atmosphere. We believe in the therapeutic power of nature and incorporate it into our
design as part of our healing philosophy.

We uphold and respect your rights as a patient. We are committed to treating all patients equitably,
regardless of gender, nationality, socioeconomic status, or background, etc. and to ensure their privacy
and confidentiality at all times. To access the patient’s rights and responsibility you can scan the QR code
found in your room or by visiting our website.

We have implemented patient directed visitation hours, which means your family and friends can visit you
at any time as per your preference and recommendations of the healthcare team. Hospital quiet hours are
between 8pm and 8am to promote a calm environment for health and healing. At all times and specifically
during the quiet hours, we implement noise-reduction strategies to support your rest and recovery.

Your safety is of utmost importance to us. If you have any concerns related to your care, medications, or
treatment or if you need assistance please speak up and inform your healthcare team. We are here to listen
and respond with kindness. Even if you feel capable, we encourage you to ask for help when getting out
of bed, walking, or going to the bathroom. Our nursing team will check on you hourly during the day to
ensure your comfort and address any needs or concerns you may have. If you prefer not to be disturbed
during rest or sleep, simply let us know, we will honor your request.

Your family plays an essential role in your healing journey. We welcome them to be involved in your care
through our Care Partner Program, as much as you wish. We value open communication and encourage
you and your loved ones to ask questions, share concerns, and take part in decisions about your care.
Our goal is to keep you and your loved ones informed and supported throughout your hospital stay. You
will be cared for by a skilled and dedicated team of professionals, including doctors, nurses, dietitians,
physiotherapists, pharmacists, respiratory therapists, and more, all committed to caring for you with
empathy, transparency, and compassion, which is one of our values.

Thank you for choosing Bellevue Medical Center for your healthcare needs.

Wishing you a smooth and speedy recovery.
Sincerely,

Nayef Maalouf
President and Chief Executive Officer
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Section 1:

Bellevue Medical Center’s Healing
Environment: Designed for Comfort,
Connection, and Care
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Bellevue Medical Center’s

Healing Environment

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 healing spaces have been thoughtfully designed to promote
communication, compassion, and comfort for patients, families, and staff.

We have created welcoming, accessible spaces that reflect cultural sensitivity
and respect for privacy and confidentiality. Whether in patient rooms, treatment
areas, or waiting spaces, the layout minimizes physical barriers to allow for
easier connection and facilitate interaction between patients and the healthcare
team.

We understand that family presence is an essential part of healing. That's why
our environment includes spaces for families at the bedside, treatment areas,
and lounges.

Nature plays a key role in our approach to healing. Natural light, nature views,
and outdoor spaces contribute to a calming atmosphere that promotes rest.

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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Section 2:

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, as possible 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. Here are some of the ways we personalize the care
experience:
*  Meals and meal times:
As part of our person-centered approach, we ask for your meals and meal times
preferences. Each day, a member of our dietary services team will connect with
you to offer two options for breakfast, lunch, and dinner. If neither option suits your
taste, our team will follow up to better understand your likes and dislikes and
adjust accordingly to ensure meals are tailored to your individual preferences.
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 frays or special meal arrangements to support your needs and care.
* Sleep routines:
We do our best to honor your usual sleep routines and wake-up times, ensuring a
restful and healing environment.
* Bathing and Grooming
Your preferences for how and when you bathe or groom are honored, including
any cultural or personal needs.
*  Spiritual, cultural, or religious practices
We welcome and accommodate requests related to your spiritual beliefs or
cultural traditions.
* Use of integrative medicine:
If you have healing practices that are meaningful to you, such as aromatherapy,
mu5|c therapy, etc., we are ready to integrate them into your care.
Personalizing your environment, with regards to adjusting room settings such
as lighting, temperature, etc.
* Enterfainment and positive diversion activities such as TV with different
channels, music rounds, art therapy, 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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Section 3:

Take an active role in your health

At Bellevue, we believe in partnering with our patients to reach better health care
outcomes through providing our patient and their family members with several
opportunities to be active participants in their care. Studies show that when patients
are more engaged in their care, they are more likely to make informed decisions,
to comply with treatment options and to achieve needed outcomes.

: I o)

olels 5S)Lie l93sS Brlall e wasll ailile 31,815 s pell 355 «uball il Syes hius
055l oull 92,4 O Solulyall Cxdl wad . Juadl domo gl Gadowt) 3y domall pule) &
BaoSy @l Jalasey al3¥lg Spitus SblS 33) e 8)u8 SSYI oo (ogd] dodall dyle Jb
ORI

&, BMC

Bellevue medlcol center




Patient Engagement
Opportunities at Bellevue

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

Your care plan outlines the steps your healthcare team will take to address the
health concerns that led to your hospital stay. It is developed based on
assessments by your care team, which may include doctors, nurses, and other
healthcare professionals such as dietitians, physiotherapists, respiratory
therapists, etc. depending on your needs.

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

- Ask about your goals, values, and preferences
Example of a goal you might have: | want to learn how to give myself insulin.

- 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 to you.

What's your role?

Be an active partner in your care. Ask questions, express your preferences, and
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.

When does it happen?

Bedside shift reports happen 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.

What happens?

During the bedside shift report, the nurse ending the shift and the nurse

beginning their shift will:

* Introduce themselves to you and anyone with you.

* Invite you to take part in the handover and ask who else you would
like to be involve(f

* Talk with you about your health and check the medications you are
taking.The nurses Win look at your IVs, wounds, and dressings. They
will also follow up on any tests that were done or lab work ’rﬂo’r 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 walk
OFOLfI’]d or get more rest. Your nurse will work with you to support that

oal.

* Encourage you to ask questions and express any concerns.

* Update the information on the communication board in your room.
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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, your care partner may:

Help with your medications

Change your dressing

Assist you with meals

Participate in the bedside shift report and care planning

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 infroduce 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.

You can choose the activities that your care partner may participate in.

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 wound care and change of dressings, etc.). 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 all throughout the day until 10 pm
* Bedside shift report

* Care planning

*  Communication boards

* 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, 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.” 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 upon 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:

- Identifying the resources you may need after discharge, such as medical
equipment, 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 "teach-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 another,
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.

What should you know?

- 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
=  Symptoms or 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 4;

Planning Ahead for Your Future
Healthcare: Your Guide to Advance
Care Planning
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Planning Ahead for Your Future
Healthcare: Your Guide to

Advance Care Planning

Advance Care Planning helps you think about and share your values, wishes, and
preferences for future healthcare. It ensures that, if you cannot speak for yourself,
those who care for you will know what matters most to you. Advance care
planning is voluntary and can be done at any stage of life.

Why is it important?

* Ensures that your healthcare choices and values are respected.
* Helps your family and care team make decisions that align with your wishes.
* Reduces stress and uncertainty for your loved ones during difficult times.

How to create your plan?

* Reflect on what gives your life meaning and what quality of life means to you.
* Discuss your values and preferences with your family and physician, such as
what kind of care or treatment you would or wouldn’t want, what brings you
comfort, peace, and dignity, etc. Your physician will help you write your advance
care plan.

* Decide who will speak for you if you cannot (known as healthcare
spokesperson).

* Review your plan regularly and update it as needed.

We're here to support you

Advance Care Planning is a shared journey and we are here to support you.
Talk with your physician if you need more information. They can guide and help
you make choices that reflect your values.
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Section 5:
Your Safety Matters to Us

At our hospital, your safety is our top priority. Here are some simple but important

tips to help you stay safe during your stay.
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Your Safety Matters

to Us

1- Preventing infections

Infections can slow down your recovery and lead to complications.
Fortunately, most infections can be prevented by followin% good hygiene
practices. Everyone, including patients, care partners, staff, and visitors.
plays a role in preventing the spread of infections.

- ﬁ\lwccziys v«I/osh your hands with soap and water or use alcohol- based
and gel.
- Remind visitors and healthcare staff to clean their hands, it’s okay to
speak up. It's your right and protects your health.
- eep your surroundings clean and avoid clutter around your bed




Sl oo LB -1

glsl sousdl gl glame e LB (Sg Sy Olislan J] o859 il 1555 W8 gsusll
asdl G 095 Jlglls @3l cdmall Lile )l 55,5 (o2,hS ganzd] Cmly Buuad] d3ladl Oluylos
2899 Hlacs! e

o] gdime pastl of Ogslally bl Tels elay Jud! -
Aolas (] Gugs clis o 1igs U3 b S . eapaal Juusy @3LJl 31,815 Hlg3)l S5 -
Iy o Joo (o258)) Cizdy cllame Bl o Bl -




Your Safety Matters
to Us

2- Preventing falls and harm from falls

A patient fall is defined as an unplanned descent to the floor with or without
injury. A fall may result in fractures, cuts, or internal bleeding, leading to
additional treatment and longer length of stay. Injuries from a fall can affect your
health for the rest of your life.

Upon admission, the healthcare team will assess if you are at risk of fall. If yes,
you will be asked to wear a green bracelet.

We want to make sure you feel safe and comfortable during your recovery. Some

tips to prevent falls in hospital include:

* Always use your call button to ask for help getting out of bed. It’s for your
safety. You may be weaker than you realize.

* Do not feel embarrassed asking for help going to the toilet. You will need
extra help until you get stronger.

*  You can ask the staff to help you get positioned safely in bed.

* Pay attention to what your doctors or nurses tell you about your risk of falling.

* Tell your doctor or nurse if your medicine makes you sleepy, light-headed,
dizzy, sluggish, unbalanced or confused.

* Don't attempt to walk or stand without assistance, especially after surgery.

* Use mobility aids (like a walker or cane) as per doctor instructions. Our units
are equipped with grab bars for safe mobility.

*  Wear non-slip socks or footwear.

* Lower the height of the bed and the side rails.

Your safety is important to us. By working together, we can ensure you recover
safely without the risk of falls. Don't hesitate to ask for help whenever you need it.
We're here to support you.

Care partner instructions

As you accompany your patient in all their health care journey, pay special
attention for the instructions of the healthcare team. In case of fall:

- Do not move your loved one.

- Call for help .

- Discuss with the healthcare team the care plan in order to prevent future fall.



dis 5l $3Vlg bgiudl (po dBgl) -2

2952 9l oguS die gy 935 .Y ol dilo] ] @31 slow (2 Yl 4 Jalasme s g & 9o bosiul
o dzsll SLlaYl 355 of (Se9 slaidl ;o519 hdctud) § dalBYI e by Los (A&ls a3 ol
Loyme S 0 dsmall dole )l (33,8 pihow (hdctud) lgss wis Blodl s chizo o bodudl
] Jlguy G393 ot IS CS Ol bghudl Hhasd

sbgdudl (o LB pilas

a5 Lo il 9955 488 .y ] o 258l e Buts bkl b ehudl 3 Bl puscial o
g8 Wi i 3] e ] glizie plosd] ] Cladl Susludl b § 33585y e
el ISy ] @ elimds yast) Susludl Clb S

Dodad) Wi, ddls) e oyl ol udall dlgis U il o

9] Gy G153V puts ol Lol ol Sloally Gy O] ehipan ol s sl

Aozl Ollas) umy Lol Fasg Bodsll of @bl dolos Y e

bl Oloddss o (OIHSRIS) Busluk) Bilwgll puseisl o

YW dssle Ddod of Lylg 3yl e

ool USiy &l s2l5od) ooy ol pks 3 9SG e

3555 ¥ . bogiull jblik (pysall Gguy ebilas Olad LiSg cehze Oglelly W deully Taer dogo elzodla
as) bo oo 3y (ol § Buslud) Clb §

e )1 oS80 Sloulss
bl G50 Oloadsd Tz 4l dupdlall dilory § el elidlo oL

rhsiull Jlo

okl Gos Y e

Tye8 sucludl bl o

ekl & bgiudl 51,83 Cumd dle ) das 3,80 = 1306 o



Your Safety Matters

to Us

3- Preventing Medication Mistakes

Taking the wrong medication or the wrong dose can cause serious harm. That's
why it’s important for you and your care partner to be actively involved in
understanding and managing your medications. You are key partners in ensuring
safe medication practices.

Here is what you can do:

- Bring a list of all the medications you are currently taking at home, including
how often you take each one, and share it with the healthcare team.

- Inform the healthcare team of any allergy or bad experiences with
medications.

- Before receiving any medication, make sure you know:
*  What is this medication for?
* Any side effects

- Speak up immediately if you sense that a mistake is being made
- Before you leave the hospital, make sure you:
* Receive an updated medication list.
» Understand how and when to take each medication at home.
» Understand side effects or specific instructions related to the medication.
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Section 6:

Pain Relief and Comfort Options
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Pain Relief and
Comfort Options

Together we work to the best of our ability to alleviate your pain and
provide you
with a comfortable stay.

Medication: Please ask your nurse and/or physician for education on prescribed
medications and associated side effects.

Available Integrative Therapies:

Aromatherapy

Healing channel
Meditation

Cold (ice) and hot packs
Warm blankets

Comfort Measures:

Relaxation Options:

Gentle stretching/range of motion exercises
Ice chips

Extra pillow

Re-positioning

Walking in the hallway

Sitting up in the chair

Taking a warm shower

Ear plugs
Rest and relaxation time
Healing music
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Section 7:

Bellevue Medical Center Services
and Spaces
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Bellevue Medical Center
Services and Spaces

Cafeteria:
* Cafeteria room services are available. Call the cafeteria on 5402 to place
your order. Please note it may take up to 30 minutes to get your order

delivered.

* Fresh and healthy foods are available at our cafeteria for patient families
and visitors.

Gift Shop:

* Agift shop is available
You can find salty and sweet food items, coffee, and gifts.

Quiet/Healing Spaces:

* Outdoor healing garden (near hospital entrance)

* Healing room (inside the outdoor healing garden)

* Visitors lounge on all floors

* Cafeteria on the ground floor with terrace (available for use during spring
and summer fimes)

Concierge Services*:

Available concierge services (upon demand) include:
* Hairdressing service

* Taxi service

* Beauty service

* Flowers delivery

* Luggage trolley

Spiritual and Pastoral Services*:
*  “Heart of Jesus” praying team

* Pastoral services

* Prayer cards

*Please inform your nurse to arrange for your needs
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Section 8:

Arts and Entertainment activities
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Bellevue Medical Center

Arts and entertainment activities

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

*  WiFi Access through a username and password received thru SMS to the phone
number you provided to the Admission Office

* local and International TV Channels

* Entertainment and Healing Channels

Channel 1:
Bellevue Medical
Center Announcements

Channel 2:
Educational Channel

Channel 384:

Entertainment Channels

Includes educational
materials about different
health topics

Includes patient
orientation video

Include movies with
Subtitles.

Channel 5: Channel 6:

Healing Channel Matemity Channel
Includes relaxation Includes breastfeeding,
music and exercises post-natal, etfc.

* Entertainment Boxes which include crosswords, sudoku,mandala coloring
sheets, efc.

* Tablets (include: eBooks, music, movies, games,...) Please ask the nurse to
provide you with the tablet

e Access to Netflix

* Music and wellness activities (please check with your nurse)

*  Pamphlets available in the magazine holder in the waiting areas.

* Entertainment corner in the cafeteria, with books and games to pass time
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Section 9:

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 interested 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

e Care partner program revision

*  Outpatient clinic design and processes

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

* Service design (ex. PCR drive thru)

* Hiring processes

* 'Seeing through the patient's eyes" tour and feedback
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Section 10:

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 you will receive after discharge.

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