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WELCOME TO AUBMC.

Our lives are

dedicated
{Oo yours.




AUBMC Core Values

* Respect

To consider worthy of high regard

Integrity

Adherence to moral and ethical principles

» Teamwork and Collaboration

Putting the needs of the whole over your own personal gain

Accountability

Acknowledgement and assumption of responsibility for actions and decisions
Stewardship

The careful and responsible management of something entrusted to one’s care
Diversity

To better understand, represent and serve our community
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AUBMC Goals

Five goals have been identified to help us remain focused in all of our future
plans and decisions.

They are:

« To provide patient-centered care.

» To ensure patient care quality and safety.

» To guarantee service excellence to our patients, physicians, and employees.
» To ensure operational efficiency.

» To maintain our financial performance to support our mission.




Patients’ Rights and
Responsibilities

Rights
You have the right to:

» Be treated in a respectful and compassionate manner.

» Receive safe and equitable care irrespective of your financial or social status.

» Communicate your concerns and receive a prompt response to your inquiries.

» Select your physician and request a second opinion.

» Be informed about the specialty and name of your physician, nurse, and other
healthcare professionals responsible for your care.

» Accept or refuse treatment as permitted by the Lebanese law.

» Be well-informed about your illness and treatment. Your physician should explain
to you the potential benefits and risks of your treatment and other alternatives.

» Participate or refuse to participate in a clinical trial or research study.

» Expect your medical record to be totally confidential and request a copy of
your discharge summary to consult another hospital or physician.

« Withhold or share information about your health status with your family or others.

» Receive your care in a private and confidential manner.

« Understand your tests’ results, procedures, and clear cut care plan.

» Have your pain properly assessed and adequately controlled.

» Ask for an interpreter to explain your care plan in case of a language barrier
or a hearing deficiency.

» Be informed about voluntary organ and tissue donation.

» Voice your wishes and preferences to withhold resuscitative services.

» Leave the Medical Center against medical advice to the extent permitted by law.

» Receive discharge instructions including your home-treatment plan,
medications, and relevant activities.

» Report concerns about your care to your physician, nurse, or other health
care providers. If you have an issue that you cannot solve with your physician,
nurse, or other caregiver, you can call your patient advocate on 03-956856,
70-628728 or extension 6010.



Responsibilities
You have the responsibility to:

« Inform your physician and/or nurse about your medical/surgical history
including current medications and how often you take them.

« Inform your physician and/or nurse if you have any allergies to any
medication or food or any previous allergic reaction.

« Inform your physician and/or nurse about any immediate unexpected change
in your health care.

» Make sure you understand very well and agree with your surgeon on exactly
what will be done to you during surgery.

» Be considerate of the rights of other patients and Medical Center personnel.

« Support our efforts to control noise and the number of visitors.

 Participate in maintaining a safe and clean environment at the Medical Center.

» Abide by the Medical Center’s rules and regulations pertaining to patient care
and conduct.

» Abide by and support the Medical Center’s “No smoking” policy.

» Accept the consequences of your actions if you refuse treatment or do not
follow your physician’s plan of care.

» Settle all the financial payments of your medical care exclusively through the
Medical Center Financial Office (cashier).

Confidentiality of Information

» Your medical information is confidential and protected. Access to itis on a
“need-to-know” basis, and it is tracked regularly.

» You may be requested to grant permission to a third party insurance company
to have access to your medical information, if applicable.



Important Information

ATM

An Automatic Teller Machine (ATM) is available at the entrance of the AUBMC
Specialty Polyclinics Building.

Balloons
For the safety of babies and children, balloons are not allowed in any area of AUBMC.
Cellular Phones

Cellular phones are prohibited in critical care areas (Coronary Care Unit, Intensive
Care Unit, Emergency Unit, Pediatric Intensive Care Unit, Nursery Intensive Care
Unit, and Delivery Suite) and in rooms where patients are on life support equipment.

Flowers

Flowers are not allowed in restricted areas (Coronary Care Unit, Intensive
Care Unit, Cardiac Surgery Unit, Delivery Suite, Transplantation Unit, Children’s
Cancer Center of Lebanon, and Emergency Unit).

Food Provided by the Family

Food should not be brought into AUBMC. When all means of satisfaction with
AUBMC's meal service are exhausted, you may consult your nurse, who will
secure a doctor’s order for food to be brought in. You will be visited by a
dietitian to explain food safety and how to ensure it.

Food Services

Food at AUBMC is carefully selected and prepared by our Food Services Department.
Patients receive their meals based on orders prepared by their physicians. Please
let the nursing staff know if you have specific needs regarding your meals, so that
the Food Services Department can attend to those needs. Patients who require
special nutritional care are visited by a dietitian.



Patient Meals

» Breakfast 7:15 am to 8:15 am
e Lunch 12:15 pm to 1:15 pm
» Dinner 5:15 pm to 6:15 pm

Guest Meals
If your family would like to have a meal by your side, then a guest tray can be
requested from the nurse. It is directly charged on your bill.

Gift Shops

Visitors and families have three options to buy their gifts from. They are:
Vert et Ciel Flowers and Amarylla Chocolate

Located on level 2 of the lobby in the main hospital building/entrance
Joud by Children’s Cancer Center of Lebanon (CCCL) at AUBMC
(100% of the proceeds benefit the CCCL)

Located in the terrace of Building 56

Guest/Visitor Dining

There are multiple options for visitors and families of patients to eat or drink while
at AUBMC. They are:

AUBMC Cafeteria

Located on level 2 of the main hospital entrance

Coffee Shop

Located in the lobby of the main entrance to the hospital and run by the
Women's Auxiliary

Casper and Gambini at Med Café

Located on the corner of Maamari and Abdel Aziz Streets in the plaza of the
Saab Medical Library

Lavazza at Med Café

Located on level 2, lobby of the main hospital entrance

Internet Services

For internet access in your room, kindly contact ext. 6555.



Medications

If you brought medications with you from home, please notify your nurse. Don't
take your home medications until it is cleared with your nursing staff. Ask what
your medicines are for, and allow the nurse to check your ID bracelet each time
you are given a medication.

Noise Reduction

AUBMC endorses a noise reduction environment and thus encourages its
patients and visitors to uphold a calm and favorable atmosphere.

Office of Protection

Security officers are stationed at every exit and entrance of AUBMC. Officers’
duties include controlling traffic flow and patrolling hospital grounds.

Valuables and Personal Belongings

AUBMC is not responsible for your valuables. Accordingly, it is preferable

that you limit your valuables to the bare minimum while you are at the medical
center. Otherwise, you are advised to keep your valuables in the AUBMC safe.

« A closet with a lock is found in each patient’s room for personal belongings
(e.g. handbags, watches, IDs).

Overnight Visitors

« For pediatric patients, one parent is allowed to stay with his/her child.

We encourage the parent to remain in the child’s room.
» For those who wish to request a guest bed, call room service at ext. 6555.
» Guest beds are charged at a daily rate.

Patient Education

We encourage you to visit our patient education website
http://staff.aub.edu.lb/~webpatedu/

For your questions or suggestions, please contact us on patienteducation@aub.eu.lb



Private Duty Nurses

When there is a need for private nursing, the patient or the physician should alert
the nursing unit staff. Arrangements for a private nurse can be accommodated.
All private nurses assigned to patients at AUBMC are subject to the Medical
Center’s policies, rules, and regulations.

Smoking Policy

Concerned with the health and well-being of patients, AUBMC was a pioneer in
becoming a smoke-free institution on March 1, 1993. We ask you to respect this
policy and refrain from smoking anywhere in the Medical Center.

Social Services

Social workers are prepared to assist patients to use the available health services
inside and outside AUBMC. Eligible patients are provided help and aid regardless
of their nationality, gender, religion, political beliefs and disability.

Patients can access this service in person or through the medical or
paramedical staff in the medical center. The main office is located in the
AUBMC Specialty Polyclinics Building, 3 Floor, room C-325. You can reach the
office at ext. 6070/1.

Telephone Services

To make local and cellular calls dial 90 followed by the telephone number. To make
long distance calls, dial zero and ask the operator to connect you. All telephone
calls are directly charged to your bill.

Television Services

TV sets are available in patients’ rooms. Patients and visitors are asked to lower
the volume of their TV sets and respect the comfort of others.



Visiting Hours

« For patients in Critical Care Units (Coronary Care Unit, Cardiac Surgery Unit,
and Intensive Care Unit)
Mornings from 10:00 am to 12:00 pm
Evenings from 4:00 pm to 7:00 pm
Visitors are allowed one at a time and for approximately 10 minutes.

« Neonatal Intensive Care Unit (NICU)
Visitation to the NICU is reserved for the parents of the babies only.
Please check with the nurse, who will make every effort to accommodate you.

» For patients in other areas
Mornings from 10:00 am to 12:00 pm
Evenings from 4:00 pm to 8:00 pm

» For their own protection, children under 13 years of age are not permitted
to visit patients.

Going Home

For your discharge, you may ask the charge nurse to assist you.

Your attending physician alone can determine the day when you are authorized
to leave AUBMC. At the time of discharge, you have to settle all your accounts.
The cashier will call you to settle your payment.

When your doctor writes your discharge order, you are requested to leave your room
before 11:00 am. If you face any inconvenience concerning your departure from

AUBMC, you may request help from the nurse in charge in your nursing unit. Taxi
and ambulance services may be arranged via the Patients’ Affairs Office at ext. 6010.



The Bargain Box

The Bargain Box accepts clothing and other items for resale. Individuals

may donate items or receive a percentage of the sale price after the item is
sold. All profits made by the bargain box are dedicated to the Social Services
Department for helping needy patients.

Opening hours

9:00 am to 12:00 noon, Tuesday, Thursday, and Friday

Location

Issam Fares Lecture Hall Ground Floor, next to Children’s Cancer Center of
Lebanon (CCCL) at AUBMC

ext. 6156

Donations

Donations support the development
of AUBMC.

Numerous contributions have been
made to AUBMC over the past several
years. These donations have enabled the
medical center to continue to provide
advanced medical care to its patients.

Donors who wish to contribute to AUBMC
can contact the Office of Development,
College Hall AUB, 3 Floor, telephone
+961-1-340-176 or through AUB,
+961-1-350-000, ext. 2530.

Thank you very much for your
philanthropy and support.




Blood Bank: Donate Blood

The Blood Bank offers the best services
to its patients by performing strict
blood testing based on internationally
accepted standards and state-of-the-
art technology and expertise.

The supply of blood is short worldwide,
and all countries depend on the
generosity of volunteer blood donors.
Thus, the Blood Bank Administration
urges you to donate blood for your
family and friends. In emergency
situations, the Blood Bank will provide
blood to critical patients, but it relies
on you to replace the blood for the
welfare of other patients.

If you are to undergo surgery, you are
reminded of the need to review your
blood transfusion requirements with
your surgeon or the Blood Bank. This
is deemed necessary to ensure the
availability of the required amount of
blood prior to the day of surgery.

o

For the safety of transfusion, using your own blood is considered the best option.
For this reason, AUBMC strongly advocates and offers you the option of autologous
blood donation. This involves donating your own blood prior to the surgery date.
The collected blood will be stored in the Blood Bank according to established
standards and guidelines and will be given to you at the time of surgery should you
need it. If you are unable to donate blood, a friend or a relative may do so on your
behalf. All blood donations are accepted without remuneration to the donor.

For further information and guidance, please call +961-1-350-000 or
+961-1-340-460, ext. 5228/9. The Blood Bank is located on the third floor of

AUBMC, room 318.



Grateful Patient Fund

The Grateful Patient Fund has been created for AUBMC patients who are eager to
demonstrate their appreciation by making a donation. You may be visited by the
Grateful Patient Fund Coordinator to talk to you about the fund and the process
of donation. The proceeds from the Grateful Patient Fund will be used to provide
financial assistance to needy patients and will also benefit other AUBMC programs.

If you wish to donate, please pass by the main cashier located on the 1t floor
and drop your donation in the designated safe box, or call the Grateful Patient
Fund Coordinator office at ext. 6012 for assistance.

Organ Donation

If you know a family member who is willing or if you are willing to donate a body
organ during life or after death, you may contact the Transplant Procurement
Manager through pager 1632. The transplant procurement manager shall

guide you through the donation process. The organ donation at the American
University of Beirut Medical Center is coordinated with the National Organization
for Organ and Tissue Donation and Transplantation (NOOTDT) (www.nootdt.org).
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Gratuities

The policy at AUBMC does not allow any staff member to accept tips or gifts.
If a patient insists to offer any of these, he/she should give them to the Grateful
Patient Fund or the Social Services Department.

Patient Affairs Office

Services

Patient Advocacy team

In line with our commitment to provide quality care and service excellence, the
Patient Advocate role was introduced at AUBMC to proactively manage patient
concerns and assure that all their expectations are met.

You can contact the Patient Advocate at +961-3-956-856 or +961-70-628-728.

Complaint management

At AUBMC we strive to make your stay very pleasant, however if you have any
concerns please do not hesitate to share them with us. Our commitment is to
follow it up in a strictly confidential manner. For your concerns please call ext.
6010, 6130, 6406, 6438 and 6443 or visit room E 121 or E 126 on the first floor.




Patient Satisfaction
AUBMC wants to hear from you. Your opinion helps us continue serving you
with excellence.

AUBMC conducts patient satisfaction surveys to assess and acquire the patient’s
perspective of the services provided at our medical center.

Room Service

Your comfort is our priority.
Call us at ext. 6555 for:

» Housekeeping service

» Guest bed service

* Internet access

« Room maintenance

Courtesy Service

Courtesy Officers are located at the entrances of all AUBMC buildings and are
available to attend to your queries at the following extensions:

« AUBMC Main Hospital Building ext. 6360/1

» AUBMC Specialty Polyclinics Building ext. 6745

» Building 56 ext. 6366

« Pierre Y. Abou Khater (Fahed) Building (Building 23) ext. 6746

» Wassef and Souad Sawwaf Building ext. 7118

Volunteer and lend a helping hand

The Courtesy Service at AUBMC welcomes volunteers from universities and schools.
If you're interested in joining or know someone who is, please contact Patient
Affairs Office at ext. 6010 or email us at aubmc@aub.edu.lb

International Patients’ Services
The International Patients’ Services team is here to make sure you have the best
experience at AUBMC and will provide you with the below services:

Before your visit

« Scheduling your appointment/admission
» Coordinating financial arrangements

» Assistance in visa information



During your visit

Greeting and escorting service

One-stop admissions process for all required logistics of your hospital stay
Reviewing your plan of care/schedule of appointments with an International
Patients’ Services staff member

Continuous follow-up by the International Patients’ Services staff

Language assistance

Patient Advocacy Service

After your visit

Delivery of a complete medical record
Scheduling follow-up/appointments

You can reach us at:

Telephone: +961-1-759-659

Hotline: +961-3-978-678

Fax: +961-1-364-082

Email: internationalpatient@aub.edu.lb




Location
AUBMC, Main Hospital Building, 1*t floor, rooms E120 and E126

Hours of Operation

8:00 am - 5:00 pm, Monday through Friday

Outside of regular working hours, our Patient Advocates are more than willing
to help on their mobile phones.

Contact Us

Mailing Address:

Patient Affairs Office

American University of Beirut Medical Center

PO BOX 11-0236

Beirut, Lebanon

Telephone:

Patient Affairs Office: +961-1-350-000, ext. 6010
Patient Advocacy: +961-3-956-856, +961-70-628-728
Information Desk: +961-1-350-000, ext. 6360

Fax: +961-1-364-082

Email: aubmc@aub.edu.lb/ patientadvocacy@aub.edu.lb



Your Comments

During or after your stay in the medical center we may contact you to obtain

your feedback about the care provided. Your honest opinion will be very helpful
in understanding how services might be improved. What you tell us will be kept
strictly confidential. Thank you for coming to our medical center and for your trust.

Your suggestions, comments and compliments are welcome at the Patient Affairs
Office, room E 121, ext. 6010, or at the Suggestion Boxes.
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Telephone Directory

You can reach AUBMC at the following numbers:
+961-1-340-460, +961-1-350-000, +961-1-374-374, +961-1-374-444
and 1242 (from inside Lebanon)

Accounts Receivable Office 6080/4
Admitting Office 6030/1/2/3/4
Billing Office 6070/2/3
Blood Bank 5228/9
Cashier’s Office 6090/1
Collection Office 6080/4
Development Office 2530

HIP Office 6113
Medical Center Administration 6000
Information Desk 6360/1
Laboratory 5205/6
Nursing Office 6170
Patient Affairs Office 6010/45
Social Services 6710
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