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When a child becomes ill, the whole family is affected.
Recognizing this, the staff of The Children’s Hospital of
Philadelphia is ready to provide care and services for every
child and family who come through our doors. Offering
support and information to families during what may be a
difficult and confusing time is a very important part of the
care we give. This handbook will help you get to know the
caregivers, special services and routines at the Hospital and
our other outpatient locations. We hope it will make your
child’s visit here easier.

Children’s Hospital is a family-centered institution. We
know how important you are to your child. And, because
we realize that you know your child best, we welcome your
involvement in your child’s care.

Your child will benefit from the advanced technology and
methods of treatment that are available here. Our doctors,
nurses and other healthcare professionals are recognized
leaders in their field. They are wholeheartedly committed
to children and their families.

On behalf of the entire staff, we welcome you to
Children’s Hospital.

Sincerely,

,Jc:-. M GlE M o
Steven M. Aleschuler, M.D.

President and Chief Executive Officer
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Where We Offer Outpatient Services

The Children’s Hospital of Philadelphia is a pediatric
healthcare network that provides outpatient services at its
main campus in Philadelphia and throughout the
Delaware Valley.

Pennsylvania

The Children’s Hospital of Philadelphia

Richard D. Wood Pediatric Ambulatory Care Center
34th Street and Civic Center Boulevard
Philadelphia, Pa. 19104

1-800-TRY CHOP

Children’s Seashore House of

The Childrens Hospital of Philadelphia
34th Street and Civic Center Boulevard
Philadelphia, Pa. 19104

1-800-TRY CHOP

Specialty Care Center in Bucks County
500 West Butler Avenue

Chalfont, Pa. 18914

215-977-5730

Specialty Care Center in Exton
Oaklands Corporate Center
481 John Young Way

Exton, Pa. 19341
610-594-9008

Specialty Care Center in King of Prussia
210 Mall Boulevard

King of Prussia, Pa. 19406
610-337-3232

Specialty Care Office in Springfield
Crozer-Keystone Healthplex Pavilion
194 West Sproul Road

Springfield, Pa. 19064
610-328-1600

CHOP Connection at Abington Memorial Hospital
1200 Old York Road

Abington, Pa. 19001

215-576-1642
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CHOP Connection at Grand View Hospital
700 Lawn Avenue

P.O. Box 902

Sellersville, Pa. 18960

215-453-4100

Lehigh Valley Hospital
610-402-3720

New Jersey

Adantic Region Specialty Care Office
2106 New Road

Linwood, N.J. 08221

609-601-1200

Specialty Care Office in Princeton
707 Alexander Road

Princeton, N.J. 08540
609-520-1717

Specialty Care Center in Voorhees
Laurel Oak Corporate Center
1012 Laurel Oak Road

Voorhees, N.J. 08043
856-435-1300

Child Development Center in Marlton
5000 Sagemore Drive, Suite 106
Marlton, N.J. 08053

856-985-1102

Child Development Center in Atlantic City
35 South Annapolis Avenue

Adantic City, N.J. 08401

609-347-6157

1-800-TRY CHOP 5



Before Your Visit

Preparing Your Child

Your child’s feelings about an outpatient visit may be influ-
enced by a previous experience and how well the child has
been prepared. Explain to the child the reason for the visit,
using words that he or she is likely to understand. Answer
questions simply and honestly. Let your child know that
you will be there throughout the appointment.

Remember that every child is special and will react differ-
ently to a doctor’s visit. If you would like advice on prepar-
ing your child for an outpatient visit, a list of useful things
to read or a meeting with someone who can help you talk
to your child, please call the Child Life and Education
Department at 215-590-2001.

Infants: Bring a familiar object—a toy, blanket or pacifier—
to help comfort your baby and make him or her feel more
secure. If babies are due to be fed, come prepared with a
bottle or food.

Toddlers: Because toddlers have a very short attention span,
discuss your visit with your child and explain exactly what
will take place just prior to your appointment. Simple words
and phrases are best. Let your child bring a book or favorite
toy, and tell your child that you will be with him or her.
Bring juice or water if your appointment is likely to last
longer than one hour.

Preschoolers: Always answer questions truthfully, using
words that your child can understand. Tell your child the
doctor’s name. Encourage your child to ask the doctors
and nurses questions about what will happen. A snack or
juice may help quiet a hungry or thirsty preschooler during
your wait.

School-age Children: Give your child honest and accurate
information. Let him or her know about the appointment a
couple of days in advance. Emphasize that an outpatient
appointment is not the same as a hospital admission and
does not mean staying overnight. Mention that our doctors
and nurses are specially trained to care for children and
encourage them to ask questions. Have your child choose a
special toy, game or book to bring.

6 www.chop.edu
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Teenagers: Inform your teenager about the appointment
when you make it. Encourage your teenager to express his
or her feelings and to ask questions. Answer any questions
honestly. Also, assure your teenager that it is okay to ask
questions of the doctor or nurse.

Preregistration

Preregistration is designed to shorten your waiting time
after you arrive for your child’s appointment. Before com-
ing to Children’s Hospital, you may be called by a repre-
sentative from our Preregistration Office. You will be asked
about basic information and insurance information related
to your child’s outpatient visit.

If your child’s appointment is more than two weeks away,
you may also receive a preregistration form in the mail.
Please complete the form and return it as soon as possible
in the postage-paid envelope provided. Your prompt return
of the preregistration form before your visit to the Hospital
will help us provide you and your child with efficient and
convenient service.

Insurance and Referrals

Please be prepared to provide Children’s Hospital with the
information required by your insurance carrier. You will be
asked for this information when you register. Remember
that many insurance companies and medical plans require
a referral/authorization for your outpatient visit. You will
also need to present a current insurance plan card. If your
insurance plan requires that you bring a letter authorizing
your visit, you must bring that with you as well. If you are
unsure about what information to bring, please contact
your insurance company before your appointment.

1-800-TRY CHOP 7



The Childrens Hospital of Philadelphia is required by law
to provide a certain level of free and below-cost care to per-
sons unable to afford Hospital services. Children’s Hospital
uses Federal Poverty Guidelines, which are established
annually by the Department of Health and Human
Services, to determine eligibility for uncompensated ser-
vices. All Hospital services are covered by the Hill-Burton
Program. Hill-Burton forms are available at all outpatient
registration areas. For more information about program eli-
gibility, please call the Business Office at 215-590-2555,
Monday through Friday, 9 a.m. to 4 p.m.

Scheduling Diagnostic and Testing Services

Your child’s doctor may request additional medical ser-
vices, such as X-rays, blood work or other kinds of testing.
For your convenience, Children’s Hospital provides a full
range of these services. However, because most insurance
companies have rules about where tests may be performed,
you must check with your plan to see if you may have
these procedures done by us. If your insurance company
approves the testing and your doctor asks you to schedule
these tests before your visit, call our main number, 1-800-
TRY CHOP (1-800-879-2467), to make your appoint-
ments. Please note that you may need additional referral
forms from your insurance company or your child’s doctor
for these services. In some cases, a consultation with a
Children’s Hospital physician may be necessary before your
child can receive testing or treatment at the Hospital or
one of its specialty care sites.

Interpreter Services

The Childrens Hospital of Philadelphia is committed to
giving good care to every family who comes to the
Hospital. We want families to be able to talk in the lan-
guage they prefer with any physician or staff member. We
will help you by arranging for an interpreter, in person or
by telephone, 24 hours a day, at no cost to your family.
Also, we offer TDDs (Telecommunication Devices for the
Deaf) for deaf and hearing impaired people. Finally, for
those who are blind or visually impaired, we can arrange to
put information on tape. We invite you to use these
resources to make your family’s visit as easy as possible. For

more information, contact the Social Work Department at
215-590-2072.

8 www.chop.edu
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Canceling an Appointment

Call your doctor’s office if you need to cancel your appoint-
ment for some reason. We'll help you reschedule as soon as
possible. If the doctor must cancel your appointment, you
will be notified by his or her office. See Outpatient
Practices insert for phone numbers.

Traveling to Your Appointment

The Children’s Hospital of Philadelphia is located near the
University of Pennsylvania at 34th Street and Civic Center
Boulevard. A map, directions, parking locations and rates,
and information on public transportation are contained in
the How to Ger to The Childrens Hospital of Philadelphia
insert in the back pocket of this handbook.

These directions, and directions to each of our specialty
care locations, are also on the Hospital’s Web site, at
www.chop.edu. Call our Parking and Transportation
hotline at 215-590-2374 if you need further assistance
with directions.

At the Time of Your Visit

Parking

When you bring your child in for his or her visit, you will
receive a discount parking sticker at the end of your
appointment. This sticker will reduce your parking rate to
$3 a day. Each sticker is good for 24 hours of parking in
the Main Building or Wood Center garages. Ask at the reg-
istration desk when you check out. Parking at all of our
specialty care sites is free.

Visit Length

The length of a visit depends on many factors, including the
nature of a child’s condition as well as procedures or tests
that may be required. It is therefore difficult to predict how
long your child’s visit will take. Every effort will be made to
keep your child’s visit on schedule.

Non-smoking Policy

Because of our concern for the health of our patients, staff
and visitors, Children’s Hospital and its specialty care facili-
ties are smoke-free. Those who wish to smoke may do so
outside of the building, in designated areas, away from
entrances and doorways.

1-800-TRY CHOP 9



Who’s Who: Medical and Clinical Staff

Because we are a pediatric hospital, all of the professionals
caring for your child have been specially trained to care for
children. Because we are also a teaching hospital, many
health professionals may be involved in your child’s care.
Your child benefits from the access to a full team of caring
professionals.

The physicians caring for your child will include attending
physicians (senior physicians in charge of your child’s care),
fellows (physicians who have completed their residencies
and are specializing in a specific field of pediatrics) and
resident physicians (licensed physicians completing post-
medical school training in a hospital setting).

The nurses involved in your child’s care all have special
training in pediatrics and are experienced in providing out-
patient care to children. These important members of the
healthcare team work as partners with your child’s doctor
in providing care. Many of our nurses have additional
training in a specific field of pediatrics.

Other professional staff who may participate in your child’s
care include lab technicians, X-ray technicians, respiratory
therapists, nutritionists, psychologists, child life specialists
and social workers. Medical and nursing students may be
invited to observe a visit or procedure by your child’s
attending physician as part of their educational training.

10 www.chop.edu
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Courtesy Services at Children’s Hospital

For your convenience and comfort, Children’s Hospital
offers these services and amenities:

Connelly Resource Center for Families

This is a place for families to get information, ideas and
support in using the Hospital. The Center has libraries for
adults and for children, and a librarian who can help you
use books, computers, pamphlets, videotapes and CD-
ROM. There is work space for those who need to keep up
with the office while at the Hospital, too. The Connelly
Center offers a laundry room, refrigerator, microwave and
more. There is also a learning center for families to meet
with their child’s healthcare team in a private environment
better suited to learning and planning. Bring your ques-
tions to the Connelly Resource Center for Families, a quiet
area with much to offer.

Food

The cafeteria, first floor, Main Building, is open 6:30 to
10:30 a.m., 11:15 a.m. to 3:30 p.m. and 5 to 7:30 p.m.
Weekend and holiday hours are noon to 2 p.m. and 4:30
to 6:30 p.m. Full meals and snacks are available for dining
in or take out.

McDonald’s, first floor, Main Building, is open seven days
a week, 6 am. to 11 p.m.

Vending machines are located on the first floors of the
Main Building, Wood Center and Children’s Seashore
House, as well as near the main patient elevators on most

other floors in the Main Building.

Parent Hospitality Center

This private room on the first floor of the Wood
Center is available for families with an extended day visit.

Please reserve in advance by calling the Connelly Resource
Center for Families, at 215-590-4YOU.

Gift Shop

Located on the first floor of the Main Building, the gift
shop is open Monday through Sunday, 9 a.m. to 8 p.m.
Cards, small toys, gifts and snack items are available.

1-800-TRY CHOP 11



U.S. Mailbox
A mailbox is located outside the entrance to the Main Building.

Rest Rooms

Public rest rooms are located on each floor of all buildings.
Baby changing tables are available in all public rest rooms on
the first floor of the Main Building and on each floor of the
Wood Center and Children’s Seashore House.

Bank Services

A PNC Bank branch is located on the first floor of the Main
Building. There are automated teller (MAC) machines on the
first floors of the Main Building, Wood Center and Children’s

Seashore House.

Courtesy Phones

Families may use the courtesy phones located in the atrium
of the Main Building, in the Emergency Department and
inside the Wood Center entrance to call area hotels, cabs,
Wheels and the Ronald McDonald House free of charge.

Public Phones

There are pay telephones outside of each unit and on the first
floors of the Main Building, Wood Center and Children’s

Seashore House.

Cellular Phones

Cellular phones are prohibited in most patient care areas
because they interfere with some life-support systems.
Before turning on your cellular phone, please check with
your child’s nurse.

Hospital Pharmacy

Prescriptions may be filled at the pharmacy on the first floor
of the Main Building. If you have a third-party prescription
plan (prescription card), please call 215-590-1147 in advance
to ensure that the Hospital pharmacy accepts your card.
Refills for prescriptions that originally were filled at the phar-
macy may be called in to 215-590-1147 ahead of time to pre-
vent waiting. The pharmacy is open Monday through Friday,
9 a.m. to 10 p.m. (closed 7 to 7:30 p.m.); Saturday and
Sunday, 9:30 a.m. to 5 p.m. (closed noon to 1 p.m.).

12 www.chop.edu
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Other Services

If you need additional services for your child that
have not been addressed in this handbook, please call
1-800-TRY CHOP for assistance.

After Your Visit
Your Child’s Bill

The amount of your child’s bill is visit specific and
dependent on several factors, which includes history,
physical and medical decisions made during the visit.
Charges for certain tests are separate.

It is customary to pay for your child’s visit when services
are rendered unless the expenses are covered by an accept-
ed insurance or government assistance program. For your
convenience, we will provide you with a receipt to sub-
mit with a major medical form to your insurance com-
pany. If you are enrolled in one of the HMOs we accept,
you will be required to pay your co-pay at the time of the
visit. Cash, personal checks and major credit cards,
including VISA, MasterCard and American Express, are
accepted. For your convenience, a MAC automated
teller machine is located in the lobby of the Main
Building, Wood Center and Children’s Seashore House.
Financial counselors are available to help you with billing
issues and payment plans.

Since many areas of Children’s Hospital charge separate-
ly for their services (for example, Surgery, X-ray,
Anesthesia), a single visit may result in several bills. The
services from which you might receive a bill include
Children’s Health Care Associates, Children’s Surgical
Associates, Children’s Anesthesiology Associates and
Radiology Associates of Children’s Hospital.

If you have a question regarding payment, please call the
phone number listed on your bill during normal busi-
ness hours. This number will connect you to the appro-
priate billing office representative, who will help answer
your questions. If you have questions about billing in
general, please call the Hospital’s Business Office at
215-590-2555.

1-800-TRY CHOP 13



Family-to-Family Support

The Children’s Hospital of Philadelphia believes that fami-
lies want information from other families as much as they
want information from healthcare professionals. Exchanging
ideas, support and information with another family is
important. Here are some ways that The Children’s

Hospital of Philadelphia can help:

Family Consultant Program

The Children’s Hospital of Philadelphia employs a parent
whose child is served at the Hospital, as a resource to fami-
lies. This program is supported through a grant from the
Department of Health of the Commonwealth of
Pennsylvania. For information, call 215-590-5501.

Partners for Excellence

This is a “skills-building” workshop for families, taught
by a Children’s Hospital parent. It covers how to use
Hospital and community resources. For information, call

215-590-4968.
Support Groups and Family Meetings

For information about any of the more than 30 support
groups in the Hospital, call 215-590-2072 to speak with a
member of the Social Work Department.

Follow-up Appointments

If your doctor would like you to schedule a follow-up visit
or an appointment with another specialist at Children’s
Hospital, you may call 1-800-TRY CHOP to schedule that
appointment.

14 www.chop.edu
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Your Satisfaction Is Important to Us

We are interested in your opinion about your outpatient
experience at Children’s Hospital. There are comment
cards at many of our registration areas, and we would
appreciate the time you take to fill one out.

We also conduct a telephone satisfaction survey

on an ongoing basis to help us monitor our operations
and obtain your valuable input. Please know that your
family may be selected after your visit, at random, to
answer a few questions to tell us how we did.

If you would like to talk to someone in person about
your experience at Children’s Hospital or any of our spe-
clalty care locations, please feel free to call 215-590-2900

or write:

The Children’s Hospital of Philadelphia
Ambulatory Services Department

34th Street and Civic Center Boulevard
Philadelphia, Pa. 19104

From One Family to Another...

Ten Tips for Easy Outpatient Visits

Our Family Advisory Council put together some words
of wisdom for families who are new to the Hospital. As
you get ready for your child’s outpatient visit, consider
their advice:

1) Make sure you know the name of the doctor and the
location of the office before you leave the house. Ask
anyone with a Children’s Hospital identification card
for help once you step in the door. Having the name
and location will help us help you.

2) Write down a list of questions. If your child is old
enough, help your child add questions to that list, too.

3) Bring toys, books or schoolwork to occupy your child.
There will be times when you have to wait.

4) Bring another adult, not only to keep you company
but to help with your child, especially if you're bring-
ing brothers and sisters, too.

1-800-TRY CHOP 15



5)

8)

Bring snacks and extra diapers. Snacks also are sold at
the gift shop and in vending machines, and diapers are
available in vending machines in the main public rest-
rooms. If your child is on formula, bring formula along.

Bring information about your child’s medical history:

* physician’s name and phone number

* medications that your child will need that day, as well
as a list of medications your child uses. Bring medica-
tion instructions, dosages, etc., written down so you
have them handy

e names and phone numbers of emergency contact
person, for the record

e list of allergies

* names and addresses of any physicians who need to
receive a follow-up letter from the doctor your child
is seeing

* insurance information and referral forms

Remember where you parked—write it down! And

don’t forget we offer a special discount to families park-
ing in the Wood Center or Main Building garages. The
discount is available as you finish your visit to the doctor.

Take advantage of what the Hospital offers—the
Connelly Center (see p. 13), the gift shop, the art
throughout the Hospital, the volunteers who read to
children and entertain them, and the many healthcare
professionals who know how to help children and fami-
lies. All of it is meant to serve you and your family.

Know what the plan is before you leave the office. Will
there be another appointment, and when? Who do you
call if you have questions once you get home? How will
information get to your referring physician, another
medical specialist, your insurer?

10) Plan that the visit will take longer than you

thought. Especially when it is a “first-time” visit,

you'll need to get to know us and we'll need to get to
know you. Children’s Hospital is a big place, too,

and you will have to go to several different parts of
the Hospital during your visit. Take the time you

need to get around the Hospital, get to what's available
at the Hospital and get finished with a busy day.

16 www.chop.edu



