301450 Fredarick Street
M% Kchener, Ontarle N2H 2P5
Ph: 59.743-6933

Phoarix Healthcare Canire Fax- 519-743-9733

Dear Patient,

We hope this letter finds you well. At Phoenix Healthcare Centre, we remain deeply committed to
delivering comprehensive, patient-centered care aligned with the Ontario Ministry of Health’s
Primary Care Action Plan. As our practice evolves and regulations change, we have updated
several clinic policies and procedures to support efficient, safe, and high-quality care.

These changes are being implemented to improve quality of care, reduce wait time as well as, to
increase access to healthcare providers in our multidisciplinary clinic and are effective immediately.

Thase changes would allow us to provide expedited care to all our patients through

professionals who are experienced in providing this care. Qur team approach will also help us
reduce wait time for team members. Working with other care providers like nurse practitioners,
primary care nurse or physician assistants allows your physician to focus more on patients who
require complex care. It is important for our patients to understand that in order to continue your
care with our team, we kindly ask that you review the information below and acknowledge receipt
by signing below.

Multidisciplinary Care Team

We are proud to offer care through a dedicated teamthat includes:
- Family Physician

- Nurse Practitioners (NPs)

- Registered Practical Nurses {RPNs)

- Cardiologist, Endocrinologist, Psychiatrist

- Consultant Pharmacist

- Practice coordinator/manager

- Clinical Educators and Physiotherapists

Clinical Team Members:

- NP Rudolf Weber - Experienced in both U.S. { Clevland Clinic and CVS Health ) and Canadian
systems, full-scope primary care provider.

- NP Michelle Callan - Fully Licensed Primary Care Practitioner. Currently working in Children’s
Hospital and has several years of working experience.

- Kayla Stendel (RPN) - In Practice for 14 years as RPN (Registered Practical Nurse) specialized in
maternal-child health and postpartum care. Currently working in Grand River Hospital.

All providers have secure access to your medical record and work collaboratively for seamless care
delivery. Based on our clinic policies and approach to presenting complaints our staff is trained
to book patients with appropriate care providers.

Appointm ents & Missed Visits

- Routine appointments: Please allow 2-4 weeks for regular appointments.We also have same-
day urgent appointments available on all our care provider schedule along with afterhour

services. You will be accommodated based on your needs.

- After-hours care is available by appointment at our Kitchener location on select evenings and
alternate Saturdays.

-You must arrive 10 minutes before your appointment in order to allow staff to complete
administrative checks. This allows your entire appointment time to be spent with your care provider.


This allows your entire appointment time to be spent with your care provider.


Late arrivals are no-shows and are marked as missed appointments. - No-show fee:
$35-%$100 With No Exceptions. Three missed appointments without notice may result in
automatic discharge from the clinic.

After-Hours & Outside Use Policy

Use our after-hours clinic only for urgent, new, or worsening health issues. It is not appropriate

for chronic concerns, medication renewals, or routine care. If there is an urgent matter, you must
call us first. If you are not able to connect with the receptionist please leave a detailed message.
We use very modern phone system that allows us to track details about all calls, and we will get

back to you as soon as possible.

As a Family Health Organization (FHO), you are asked to not attend walk-in clinics. Use of walk-

ins disrupts continuity of care as we do not receive any follow-up information and are not able to
provide continued care. This may result in discharge from the practice. This policy does not apply
to Emergency Room or specialist visits.

For 24 /7 advice: Call 811 or visit ontario.ca/health811 to speak with a Registered Nurse via
Telephone Health Advisory Service Ontario.

Prescription & Controlled Substance Managem ent

- Request renewals two weeks in advance.

- Renewals without appointments: Subject to a $30 fee.

- Controlled substances (e.g., narcotics) reguire a treatment agreement.
- Your pharmacist can extend a prescription briefly in urgent cases.

Zero-Tolerance Policy

It is our legal responsibility to provide pleasant and supportive work environment to all our
employees

Qur clinic enforces a zero-tolerance policy for any form of;

- Verbal (Yelling or screaming or threatening language) or physical abuse.

- Discrimination, bullying, or sexual harassment.

- Intimidation or threats / Refusing to leave premises when requested

- Property damage / disrespectful behaviour towards staff.

- Violations will result in immediate dismissal from the practice and may involve legal or Police
action.

Patient Acknowledgement

To confirm your continued enrollment and understanding of these policies, please sign below and
return this form to the clinic.

Patient Name:

Signature:
HC #

Date :



HC # _______________________________________________________________

Date : _______________________________________________________________




