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New Patient Welcome Packet

This Patient Welcome Packet has been designed to guide you through the new patient
experience, so you feel prepared and comfortable with your MMC team every step of the way.
For questions, please contact us at email@mmclt.org or call (704) 577-3186.

A link to a set of online patient forms will be emailed to you from Memory & Movement

Charlotte 10 days prior to your first appointment. Please complete and electronically sign all
required forms online.
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Welcome

Welcome to Memory & Movement Charlotte (MMC). We are an independent, nonprofit medical
practice caring for patients with memory and movement disorders. We communicate closely with
each patient's primary care physician and other specialists to ensure coordination of care.

MMC operates as a membership practice, allowing us to deliver care utilizing our Time and
Attention model. This includes longer appointments to meet the needs of the patient and family,
prompt access to the medical team between visits, and ongoing patient and caregiver education
and support.

OUR PROMISE TO YOU

We promise to provide every patient with personalized, expert care based on our four guiding
principles for patient care — calm, clean, safe, and loved.

We promise to treat every patient with dignity and compassion, seeing the whole person beyond
the challenges they may be facing.

We promise to treat every family and caregiver with respect and empathy, as they are valued
members of the patient’s care team.
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Before Your New Patient Visit

SCHEDULING

How to schedule an appointment
Our goal is to provide you with timely access to appointments when you need them.

At the end of appointments, the nurse or patient services specialist will schedule the next
appointment.

Appointments can also be scheduled by sending an appointment request through your online
Patient Portal account or calling 704-577-3186.

Prior to an appointment, the patient/caregiver will receive an appointment reminder according to
the following schedule:

e 4 days prior — email

e 3 days prior — text

e 2 days prior — automated telephone call

How to cancel and/or reschedule an appointment

MMC’s goal is to provide every family with the time and attention they require. We reserve an
extended time slot for each patient’s appointment. We strongly encourage patients to keep every
appointment, as provider schedules are typically full and demand for appointments is very high.

In the event you must cancel an appointment, please do so as early as possible. If you miss or
reschedule an appointment without contacting our office at least 48 hours in advance of the
appointment time, you will be charged a $50 fee. Please keep in mind that a late cancellation
does not allow us time to fill the appointment slot with other patients who are on a waiting list.

We understand that emergencies occur, yet we ask that you make every effort to keep your
scheduled appointments. Missed appointments are reviewed on an individual basis.

NEW PATIENT FORMS

Please complete and electronically sign all required forms prior to your first new patient
appointment. You will receive an email from Memory & Movement Charlotte 10 days in
advance with a link to the forms to complete.

Required forms include:
e New Patient Information
o Complete and accurate information about your personal and family medical
history, pharmacy, doctors, place of residence, medications and activities
allows MMC to give you the very best care.
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e Release of Medical Records Authorization
e No Show & Cancellation Agreement

¢ Financial Agreement

e Assignment of Benefits

e Informed Consent

e Patient Permissions

FINANCIAL INFORMATION
Insurance

We accept Medicare and many private insurance options. Prior to your first appointment, we
make every attempt to confirm whether your healthcare coverage is in-network or out-of-
network, allowing you to decide if you would like to move forward with enrollment. Insurance
will be billed for each visit. If you have not already done so, please email a photo of the
patient’s insurance card (front and back) to us at email@mmclt.org. We will contact you if
your insurance is out-of-network.

Annual Membership Fee

MMC charges an annual membership fee of $960, which is not covered by insurance.
Your membership fee allows us to offer extended appointments, access to your medical team
between visits, and ongoing patient and caregiver education and support.

A deposit of $330 toward the annual fee is collected at the time your first appointment is
scheduled, and the balance is due on your second visit. This second payment can be paid in one
payment or monthly installments.

Scholarships may be provided by our parent organization, Charlotte Neuroscience Foundation, to
those for whom this is a financial challenge. Scholarship applications and payment plan options
are available upon request.

WHAT TO BRING TO YOUR NEW PATIENT VISIT

e Insurance cards
e Medications, including over-the-counter medications and supplements, in their bottles
e Hearing aids and glasses
e Copy of advance directive documents
o Healthcare Power of Attorney, Financial Power of Attorney, Living Will, DNR,
MOST
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WHAT TO EXPECT AT YOUR NEW PATIENT VISITS

At least one family member (maximum 2) plus the patient is required to attend all
appointments, unless otherwise instructed by your clinical team.

Our new patient appointment is very thorough and occurs over two visits.

e The first new patient visit is a 2-hour appointment with your clinical intake team. The
patient and family caregiver will meet with our physician assistant or nurse practitioner
and clinical staff.

e The second visit is a 1-hour appointment approximately 4-8 weeks later with your MMC
physician and clinical staff.

During the first visit, your clinical intake team will discuss and thoroughly review your new
patient paperwork, medical history, medications, and primary concerns. You will have a physical
exam and cognitive testing. Finally, we will discuss any tests your MMC physician recommends
you have prior to your next appointment, and introduce Take Charge!, our patient and family
education and support program.

After this first visit, your clinical intake team will review your case and test results with your
MMC physician.

During the second visit your physician will get to know you, perform a physical exam, discuss
test results, diagnosis, and answer questions. Together, you will create a patient-centered
treatment plan. You will have time both alone and with your family to speak with your physician.
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After Your New Patient Visit

LAB WORK

If bloodwork is ordered by your clinical team or physician, we recommend Labcorp which is
conveniently located near our office at 330 Billingsley Road, 1st floor. This can be done on a
walk-in basis right after your MMC appointment. If you have an upcoming medical visit with
another provider and prefer to have labs drawn at that office, please tell your nurse during your
appointment.

Lab results will be reviewed at your next appointment. If there is something that needs to be
addressed prior to your next visit, you will be contacted by phone.

RADIOLOGY

Depending on the specific imaging test ordered, we may refer you to various radiology centers.
Please let your nurse know if you have a location or provider preference and we will do our best
to accommodate your preferences. You should expect a call from the imaging center within 1
week to schedule your test. You may also contact the imaging center directly by phone to
schedule the test, but please wait at least 48 hours after your MMC appointment to ensure they
have received our order.

Radiology results will be reviewed at your next appointment. If there is something that needs to
be addressed before your next visit, you will be contacted by phone.

CARE PLAN

This one-hour appointment allows the caregiver time to discuss how they are doing, what
support they need and the caregiving journey. The patient does not attend this appointment. A
Care Plan appointment may be recommended by your clinical team any time after your initial
evaluation, and it is repeated annually or more often if warranted. Annual Care Plans have been
found to reduce stress and improve quality of life for both patient and caregiver. This
appointment is covered by Medicare for patients with any cognitive impairment, and a written
summary is provided to you following the appointment.

Topics discussed include:

Diagnosis and treatment e Home environment
Main concerns and goals e Caregiver stress
Advance directives o Community resources

Safety assessment with recommendations
Strategies for behavior, personal care, and communication
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Things You Should Know

OFFICE HOURS

Monday - Thursday: 8:30am - 4:30pm
Friday: 8:30am - 3:00pm

Every effort is made to respond to patient and caregiver inquiries within 24 hours. After office
hours or on weekends, please contact your primary care physician for assistance, and let MMC
know the situation when the office reopens.

MMC PATIENT PORTAL

The fastest and most efficient way to communicate with the office is through the Patient Portal.
During your first visit, we will help you create an MMC Patient Portal account. If you need
portal assistance, please refer to the Portal Instructions in the Take Charge! binder given to you
on your first visit, or visit mmeclt.org/library/binder/Portal-Instructions.pdf. If additional
assistance is needed, please call the office.

YOUR MMC MEDICAL RECORDS

We will not share your MMC records without permission to do so. Medical information will be

released only under at least one of the following conditions:

e arelease form signed by the patient or their Health Care Power of Attorney

e the person requesting access is authorized to receive MMC records on the Care Team Contact
List form included in this package

e acourt order

RESEARCH AND CLINICAL TRIALS

MMC partners with SiteRx to provide patients with information and access to promising clinical
research opportunities.

As new studies become available, if your MMC physician thinks you may be a suitable candidate
who would benefit from participating, we will instruct SiteRx to contact you to discuss the
opportunity, share information about the study, and ask if you are interested. Participation is
completely voluntary, and you can opt out of any study at any time.

RECORDING POLICY

To protect the privacy of all patients, families and staff, recording of any kind is not permitted
without prior consent.



