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Owned by the doctors we protect. 

D E D I C a t I o n  t o  E x C E l l E n C E

Good communication is the foundation of a positive doctor-patient relationship.  
It helps build trust between patients, doctors, and medical staff.

TO Our paTienTs: 

We are committed to doing our best for you!
n We will try to use plain language when we talk to you.  

We will explain medical terms that may be new to you.

n We will listen to your concerns, even if they include 
complaints. We will ask questions if we don’t understand 
what you say to us.

n We will invite and welcome your questions.

n We will treat you respectfully.

n We will maintain appropriate eye contact when we are 
talking with you, unless our tasks prevent us from doing so.

n We will document your care in the chart so the record 
accurately reflects the “story” of your care and treatment.

If We’re not communIcatIng Well, Tell us!  
If you have a questIon, ask us!

Telephone etiquette

 MIEC
Owned by the doctors we protect. 

D E D I C a t I o n  t o  E x C E l l E n C E

Friendly and professional telephone communication shapes callers’  
impression of this practice and facilitates good communication.

TO Our paTienTs: 

We are committed to doing our best for you!
n We will answer the telephone within three rings, if  

at all possible.

n We will speak respectfully, distinctly, and with a smile  
in our voices.

n We will identify the practice when you call, and who we are.

n We will ask you the nature of your call so we may direct  
it appropriately.

n If we must put you on hold, we’ll do it courteously and not 
keep you waiting too long.

n Before we transfer your call, we’ll tell you to whom we  
are directing you, and let that person know that you are on 
the line.

n We’ll tell you, if possible, when it is likely that the doctor  
will return your call, and we may ask you when the best time 
would be for you.

n We will document your significant telephone messages in 
your chart as part of the full “story” of your care.

Please Inform the offIce manager If you have a 
comPlaInt aBout Our TelephOne eTiqueTTe .

Communication - Good communication is the  

foundation of a positive doctor-patient relation-

ship. It helps build trust between patients, doc-

tors, and medical staff.

Telephone etiquette - friendly and professional 

telephone communication shapes callers’  

impression of this practice and facilitates good 

communication.

MIEC’s Loss Prevention series of 6 posters to help physicians better communicate with their Patients.
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Continued...

M
edications

 MIEC
Owned by the doctors we protect. 

D E D I C a t I o n  t o  E x C E l l E n C E

To ensure that our patients have the best result from their medications,  
we will prescribe them appropriately, describe how to take them, advise  
what side-effects are possible, and tell patients when to call the doctor.

TO Our paTienTs: 

We are committed to doing our best for you!
n We will ask you about other medications you are taking, 

including over-the-counter drugs and alternative medications, 
to ensure that we prescribe the correct medications for you.

n We will ask you about your allergies, and the other doctors 
who treat you. We’ll ask you to update the information from 
time to time, for your safety.

n We will convey your prescriptions clearly to the pharmacy, to 
ensure that you receive the correct drug, dose, amount, and 
directions.

n We will monitor your medication use to ensure that you are 
taking it correctly and that it is helping you.

n We will refill your medications only with the doctor’s 
authorization.

n We will provide written (when possible) and oral information 
about your medications.

n When we give you a prescription—or a sample medication—
we will document the details in your chart, for your safety.

If you have a questIon aBout—or a ProBlem WIth—a 
medIcatIon, please Tell us abOuT iT immediaTely 

Patient education

 MIEC
Owned by the doctors we protect. 

D E D I C a t I o n  t o  E x C E l l E n C E

Patients who understand their health issues can help us help them!

TO Our paTienTs: 

We are committed to doing our best for you!
n We will explain what we are doing and what to expect. 

(Examples: “This will measure your blood pressure,” OR 
“This might sting a little.”)

n We will invite you to ask questions.

n We will tell you what your diagnosis is and what  
it means.

n We will describe the most reasonable treatment alternatives 
available to you.

n We will give you written literature, audio tapes, video tapes, 
and Internet resources on topics that will help you with your 
care when we have them available.

n We will document carefully in your chart the ways that we 
try to educate you about your condition and treatment.

If you don’t understand What We saId or  
What We are doIng,  please ask us!!

Medications - To ensure that our patients have the 
best result from their medications, we will pre-
scribe them appropriately, describe how to take 
them, advise what side-effects are possible, and tell 
patients when to call the doctor.

Patient education - Patients who understand their 
health issues can help us help them!
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Continued...

Patient safety
 MIEC

Owned by the doctors we protect. 

D E D I C a t I o n  t o  E x C E l l E n C E

We will work as a team to ensure that our patients are safe  
from injury in our office.

TO Our paTienTs: 

We are committed to doing our best for you!
n We are on the look-out for safety hazards and  

we eliminate them.

n We don’t leave you alone for a long time in an exam room.

n We make certain the furniture in our office is sturdy  
and in good repair.

n We store medications in safe, locked cupboards and monitor 
expiration dates of medication samples.

n We dispose of biomedical waste and sharp tools  
according to law.

n We leave countertops free of hazardous items.

n We are familiar with and comply with the required safety 
guidelines for preventing the transmission of disease.

n We ask you to cooperate with us in supervising your 
children, who should never be left unattended in an  
exam room or the reception area.

Please feel free to remInd us to Wash our  
hands Before we TreaT yOu.

Confidentiality

 MIEC
Owned by the doctors we protect. 

D E D I C a t I o n  t o  E x C E l l E n C E

We are legally obligated to protect our patients’ confidentiality and their privacy.

TO Our paTienTs: 

We are committed to doing our best for you!
n We will obtain your written authorization before releasing 

your medical records to anyone other than another of your 
treating physicians or to you.

n We will leave messages about your medical care in your 
voice mail only with your permission to do so. We will only 
leave our practice name and telephone number unless you 
have given us permission to leave more personal information.

n If we send you confidential test results or appointment 
reminders by mail, we will send them in a sealed envelope. 

n We will be careful not to conduct confidential conversations 
with you if there are other people close enough to overhear 
us. If being overheard is unavoidable, we will be as discreet as 
possible and avoid using your full name.

n We will close the doors to treatment areas and do 
everything possible to protect your privacy.

n We will leave the information we learn about you in the 
office when we leave the office. We discuss patients only 
when it is necessary for good care.

sh-h-h-h-h! (We knoW your medIcal care and  
treatment are PrIvate) 

Patient safety - We will work as a team to ensure 
that our patients are safe  
from injury in our office.

Confidentiality - We are legally obligated to protect 
our patients’ confidentiality and their privacy.


