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Welcome

Thank you for trusting us.

Thank you for entrusting St.
Luke’s Health — The Woodlands
Hospital with your care. Our
physicians, staff, and volunteers
are committed to delivering
safe, high-quality health care

in a peaceful and healing
environment. You are at the
center of everything we do.

This patient handbook is
designed specifically for you,
providing important information
about our hospital services,
amenities, and your rights and
responsibilities as a patient.

St. Luke’s Health — The Woodlands
Hospital is proud to be part of
CommonSpirit Health, one of the
nation’s largest nonprofit health
systems. Across the Houston

area, our network includes eight
hospitals, 11 emergency centers,
and dozens of Baylor St. Luke’s
Medical Group locations, all
dedicated to exceptional care.

Our Mission

Our strength also lies in
collaboration. We maintain strong
alliances with Baylor College of
Medicine—one of the nation’s
top medical schools—and

the internationally recognized
Texas Heart® Institute. These
partnerships help ensure

you and your family receive
comprehensive, world-class care.

We are committed to meeting
your needs and ensuring you
have a positive experience—
from clinical care to personal
comfort. Please do not hesitate
to ask questions or let us know
how we can assist you. We are
honored to care for you and
look forward to serving you.

As CommonSpirit Health, we make the healing presence of God known
in our world by improving the health of the people we serve, especially

those who are vulnerable, while we advance social justice for all.
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About Us

The right choice for your care.

St. Luke’s Health is a part of CommonSpirit Health, one of the largest
nonprofit Catholic health systems in the United States. Formed

in 2019 through the alignment of Catholic Health Initiatives and
Dignity Health, CommonSpirit is dedicated to improving health for
all people. Headquartered in Chicago, it includes 2,200+ care sites
in 24 states coast to coast, 35,000+ providers across the system

of hospitals and clinics and 45,000 nurses providing care and
humankindness to patients. Learn more at CommonSpirit.org.

At St. Luke’s Health, our mission is to strengthen community health
by providing high-quality care. In collaboration with physicians
and local partners, we are committed to excellence, compassion,
and caring for the whole person—body, mind, and spirit.

Contact Us

St. Luke’s Health — The Woodlands Hospital
17200 St Lukes Way * The Woodlands, TX 77384 ¢ (936) 266-2000

For more information on the resources available at
The Woodlands Hospital, visit CommonSpirit.org/Woodlands.
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Phone Directory

Calling from your IN-ROOM hospital phone? Dial the last five digits only.

Main Number: (936) 266-2000

Hospital Services

Administration OffiCe .....ocovvveeeeveeeceeeeeeenae (936) 266-4050
T ITYe N (936) 266-3614
Gift SNOP et (936) 266-2070
GHEVANCES ..ottt se e esons (936) 266-4050
HOoUSEKEEPING «.ecereeveverereeeeceete et (936) 266-4008
Medical RECOIAS ...ttt (936) 266-3955
Patient ACCESS SEIrVICES ...t (936) 241-1072
Scheduling (Outpatient) ........ccceeeereerieeerereserennnas (936) 241-1072
Security/Lost and Found .........cccooeeereveeeeneceererennne (936) 266-3911
Spiritual Care (Chaplain) .......ccccceeerererrereeerererernne. (936) 266-3366
VOlUNTEET SEIVICES .ottt (936) 266-2104
WelCOME DESK ettt esesae s (936) 266-3601

Interpreter Services “We Speak Your Language.”

We provide trained, qualified medical interpreters at no cost to
patients and families in order to ensure effective communication
for those who are Limited-English Proficient (LEP), Deaf/Hard of
Hearing (HOH), or have other communication challenges.

We can offer a variety of resources to meet language needs, including:
¢ Over-the-phone interpreters for most spoken languages
¢ Video-remote interpreting for American Sign Language
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Hospital Information

A guide to the most frequently asked questions.

Bedside Shift Report

Nursing shifts change occur around
7 a.m. and 7 p.m. The team will talk
about your progress, medicine and
tests scheduled for the day, and
you can ask questions as well.

Deaf and Hard of Hearing

We offer TTY and sign language
interpreters. Please ask your nurse
to arrange one of these aids for you.

Dining Options/Cafeteria
We accept credit cards and
mobile pay. No cash accepted.

Swan Café

Monday — Friday:

Breakfast: 7 to 10 a.m.

Lunch and Dinner: 11a.m. to 6 p.m.

Saturday and Sunday:
Breakfast: 7 to 10 a.m.
Lunch: f1a.m.to 2 p.m.

Swan Grill Café
Monday — Friday: 7 a.m. to 3 p.m.

Coffee Shop (inside Lori’s Gifts)
Monday - Friday: 7 a.m. to 9 p.m.

Saturday and Sunday: 7 a.m. to 8 p.m.

Gift Shop

Location: First floor

Hours
Monday — Friday: 8 a.m. to 8 p.m.
Saturday: 10 a.m. to 4 p.m.

Lori’s Gift Shop offers a variety
of gifts for your loved ones. They
accept both cash and credit cards.
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Lost and Found

You may inquire about a lost
item by dialing (936) 266-3911
and asking for security.

Personal Belongings

and Valuables

Personal care items such as contact
lenses, eyeglasses, hearing aids

and dentures can be stored in your
bedside stand when not in use.
Please do not put them on your bed
or food tray to help avoid them being
lost or damaged. Leave valuables
like jewelry, personal electronics

or cash at home, or give them to

a trusted relative or friend. The
hospital cannot be responsible for
replacing personal belongings.

Service Animals

Service animals trained to aid

a person with a disability are
permitted. A service animal is
defined by the ADA as an animal
that has been individually trained
to do work or perform tasks for
an individual with a disability.
Hospital staff are not responsible
for caring for service animals.

Spiritual Care

Our spiritual care team is available
to meet the emotional and spiritual
needs of our patients and their
families. If you need to speak

with someone from our Spiritual
Care department, please contact
a member of your care team.



Our chapel is always open to provide
a place of peace and serenity to

our patients, families and staff. The
chapel and Muslim prayer room are

Nutrition Services
located on the first floor to the right

as you exit the elevators. A Christian Your health and comfort
Healing Prayer Service is held on are our priority. Our foods
Wednesdays at 12 p.m., and a are prepared with low
Catholic Mass is held on Fridays at sodium, fresh produce,
12 p.m. Both take place in the chapel. minimal antibiotics, and
minimal preservatives. To
Telephone meet your health needs,
Please be considerate of those around we serve many diet types,
you by keeping ringtones and voices including vegetarian and
low. To make a call within the hospital, gluten free. Our menus
dial the five-digit extension. To make provide flavorful comfort
a local call, dial 9 and the phone foods while maintaining a
number. For long-distance calls, make healthy nutritional balance.
a collect call or use a phone card. You will be offered a menu

based on specific dietary
restrictions related to your
medical condition. If you
have any questions about
your diet or restrictions,
please request a dietary
consultation through
your nurse. Depending
on your health needs

and preferences, your
personal menu may vary.

Tobacco-Free Environment

We are committed to promoting a
healthy healing environment for our
patients, visitors, and community. To
support these efforts, tobacco products
are prohibited on our hospital campus,
including sidewalks and parking lots.
E-cigarettes are also prohibited.

Translation Services
A hospital staff member can help

you in arranging translation, sign You can call our nutrition
language, and hearing assistance office at (936) 266-3653
services. Please let your nurse know for questi<.3r.ls about
if you need these services. Refer your specific menu.

to page 5 for more information.

TV Channel Listing

See page 9 for the channel listing.

Vending Machines

Vending machines are located in the
Emergency Department and the Swan
Cafe, on the first floor.
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Hospital Information

A guide to the most frequently asked questions.

Visitor Information

We ask visitors to follow

these important rules:

e Wash or sanitize your hands before
entering and leaving the patient’s
room.

* Ask before bringing foods,
drinks, or items that might trigger
allergies—like balloons, flowers, or
perfume—into patient rooms.

* Observe instructions on all signs.

* Respect the need for a quiet,
healing environment.

* Silence cellphones.

* Do not share patient items, such as
dishes and towels.

* Do not bring these items onto
hospital premises:

- Furnishings

Alcoholic beverages

- Non-prescribed narcotics or
illegal substances

- Firearms, explosives, illegal
knives, or other prohibited
weapons

* Visitation will be prohibited for the
following reasons:

- Interference with patient care

Infection control issues

Court orders restricting contact

- Disruptive, threatening, or violent

behavior

Patient’s need for rest or visitor

restriction
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Visiting Hours

We welcome and encourage guests
to visit during your hospital stay.
Your nurse will discuss visiting hours
specific to your care. After 9 p.m.,
guests may only enter the hospital
through the Emergency Department.
A photo ID is required for entrance.

Wireless Internet

Personal computers and mobile
devices can be used within the
hospital. You can connect to our
wireless guest network, which is
specifically designed for patients
and guests. Our guest Wi-Fi
connections are unrestricted and
unencrypted for internet-only use.

Wi-Fi Instructions

¢ Select “Get Connected” from
the list of wireless networks and
launch your web browser.

* Your web browser should open
the CHI Guest Network User
Agreement page.

¢ Read the Terms and Conditions
and click “Connect” to start using
the internet.

If your browser does not
automatically open or does not take
you directly to the Guest Network
User Agreement page, enter 192.0.2.1
in the browser address bar.



TV Channels

W 0 N 60 o A I DN

11

12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
27
28
29

KPRC
KUHT
KHOU

ABC

NO SIGNAL
KRIV

KIAH

KXLN-Univision
(Duplicate)

KTMB-Telemundo
FreeForm

AGE

USA

Animal Planet
USA

Life

Food Netword
History

National Geographic
Discovery Channel
SYFY

WE

Hallmark

RFD TV

HGTV

Bravo

Comedy

FOX

FXX

30
31
32
33
34
35
36
37
38
39
40
a1
42
43
a4
45
46
a7
48

49
50
51
52
53
54
55

TCM

REELZ
E-Entertainment
TNT

TBS

TRUTV

BET

TLC

TV Land
Cartoon Network
Nickelodeon
Nick JR

TNCK

Disney

NO SIGNAL
Disney XD

Baby

BYUTV

Inspire
(Duplicate name only,
different showing)

HITN

TCT

NRB
CTN-Duplicate
Daystar

TBN

CTN (Duplicate)

56

57
58
59
60
61
62
63
64
65
66
67
68
69
70
7
72
73
74
75
76

77
78
79
80
81

Inspire
(Duplicate name only,
different showing)

WORD
ACCU-Weather
CNBC

HLN

CNN

FOX News

Fox Business FBN
MSNBC
C-Span

C-Span 2

BBC America
FETV

BTV

The First

FS1

ESPN

ESPN-2
ESPN-U

SCHN

KXLN-Univision
(Duplicate)

Galavision
ONCE
Enlace
AQUI
EWTN
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Staff Definitions

Care Coordinators

and Social Workers

Case managers will review your
medical record and discuss your
discharge planning and can assist
you with arranging after-hospital
care. Social workers offer counseling
and guidance to help you and your
family deal with financial, social,

and emotional problems related

to your illness or hospitalization.

Chaplain

Patients and their loved ones can call

upon our hospital chaplain at any time.

Simply ask your nurse to contact the
chaplain for you or call (936) 266-
3366. Our chapel is located on the
first floor and is open 24 hours a day.

Hospitalists

Hospitalists are physicians who
work closely with your primary
care physician and specialists.
They manage your hospital care
from admission until discharge.

Nurses

A registered nurse is responsible for
supervising patient care and directing
the nursing and support staff of each
unit. Registered nurses are assisted
by patient care assistants, nursing
assistants and nurse technicians.

Nursing Assistants

and Technicians
Nursing assistants and nurse
technicians assist registered nurses.

10 e The Woodlands Hospital Patient Guide

Dietitians

A registered dietitian will develop
a nutrition plan for you. They

also are available to educate

you about diets you may need to
follow after you are discharged.

Pharmacists

While you are in the hospital, all of
your medications are dispensed

by our hospital pharmacists. They
can answer any questions you have
regarding your medications.

Physicians

Your physician or a hospitalist
will supervise your care while
you are in the hospital.

Radiology and

Respiratory Therapy

Skilled health professionals —
radiology technologists — perform
and assist with procedures, including
X-rays, mammograms, ultrasounds,
CT scans, MRIs, and cardiac cath.
Respiratory therapists care for those
who have trouble breathing.

Rehabilitation Therapists
Physical, occupational, and speech
therapists will work with you, your
family, and your medical team to
help meet goals of recovery.

Volunteers

Volunteers provide support throughout
the hospital to enhance the care

of patients and their families.



Keep Track of Your Health

Keep Track of Your Health

The CommonSpirit Patient Portal is our new, secure online tool that
lets you take charge of your health — anytime, anywhere. You can
view test results, message your care team, pay bills and more. With the
CommonSpirit Patient Portal, you have easy access to all your medical
information online 24/7 from your computer, tablet, or smartphone.

The CommonSpirit Health app incorporates MyChart
with enhanced features that allows you to:

If you have an existing MyChart account, you will use
the same username and password logging into the new
patient portal. If you need to set up an account, go to
patientportalsouth.CommonSpirit.org and click “Sign
Up Now” to create an account. The portal will guide

Schedule and manage appointments

with your established providers

Complete pre-check-in tasks

View your recent medical records and test results
Communicate securely with your care team
Request prescription refills

Pay your bills online

Access your After-Visit Summary (AVS)
Complete post-visit questionnaires

you through the rest of the process of setting up your 2‘(’:::::::’; the
username and password. patient portal.

You can download the CommonSpirit App for free from
the App Store (iPhone) or Google Play (Android). Search for
“CommonSpirit — GA/KY/TN/TX” to find the app quickly.

Need Help?

If you have any difficulties, please reach out to the

CommonSpirit support team at (844) 528-8383.
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Our Commitment to Care

Patient Experience Matters to Us

How’s your stay? Are you getting the care you need? Are your
doctors and nurses listening and responding to your questions
or requests? Our goal is to provide the best quality care. If you
have questions or concerns about your care, please speak with
your nurse or nursing supervisor. If your issue is still not resolved,
call (936) 266-4050 to speak to a hospital representative.

Quality or Safety Concerns

If any individual has quality or safety concerns related to care and/

or services provided by the hospital that have not been addressed by

the hospital, he/she is encouraged to contact the hospital’s executive
offices at (936) 266-4050. If concerns cannot be resolved through the
hospital, individuals have the right to file their complaint with either:

¢ Texas Department of State Health Services
P.O. Box 149347
Austin, TX 78714
(888) 973-0022
Fax: (512) 834-6653
hfc.complaints@dshs.state.tx.us

¢ Office of Quality and Patient Safety
The Joint Commission
One Renaissance Blvd.
Oakbrook Terrace, IL 60181
Website: jointcommission.org, then click “Report patient safety event

”

Making a Difficult Health Care Decision?

Sometimes a health care choice can involve an ethical concern—
such as a wish to refuse life-saving treatment or a disagreement
over advance directives (see page 24). Our Ethics Committee

can help your team of support people make difficult decisions.
For hospital administration assistance, call (936) 266-3366.
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Hospital Care Survey

After your stay, you may be invited to complete the Hospital
Consumer Assessment of Healthcare Providers and Systems
(HCAHPS) survey. This nationally standardized survey helps
measure patient satisfaction and the quality of care received.
It includes questions on important topics such as:

e Communication with doctors and nurses
* Information about medications and discharge
¢ Responsiveness of staff

* Overall hospital experience

If you’re selected to receive this brief survey, please take
the time to complete it and return it to the hospital, free of
charge. The results will help us know what we’re doing right
so we can recognize staff and see where we can improve.

Want to Know How We Score?

You can review and compare the quality, care, and safety ratings for
different hospitals using Medicare’s Care Compare tool, which uses
HCAHPS results and other data. Visit medicare.gov/care-compare.
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Rapid Response Team

Additional Support to Prevent Emergencies

While your health care team is closely monitoring your
condition, you or your loved ones might notice changes before
they do. If so, you, your nurse, or a family member can call

the Rapid Response Team at any time. This specialized critical
care team will respond quickly to assess your condition and
provide support—helping to prevent a potential emergency.

When to Call Rapid Response

Anyone in the room can call for help if they notice
any of the following:

?
¢ A change in heart rate or blood pressure \(;V%r:zz:jnoed.
* A change in breathing rate or oxygen levels DIAL 44'444
¢ Very low urine output from the

* A change in mental status or consciousness bedside phone.
* Any other change in the patient’s condition

that requires immediate attention and the

health care team has not yet responded

Remember, it is always okay to speak up if you
are concerned that something might be wrong.

How to Call Rapid Response

Step 1: Contact your nurse or dial 44444 on the bedside phone.

Step 2: Tell the operator:
e Your name
e Room number
e Patient’s name
e Your concern

Step 3: The Rapid Response Team will be sent to your room.
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Take Charge of Your Care

Speak Up!

If you have questions or concerns, you have the right to ask and get
a response from your doctor or nurse that makes sense to you. To
help us, share your answers to these questions with hospital staff.

What language would you prefer to speak?

Do you need glasses, hearing aids or other devices
to help you communicate with hospital staff?

Do you prefer to hear, see or read health information?
Do you have any cultural, ethnic or religious-based special needs?

Do you have a support person who can talk with
hospital staff about your health care wishes?

Do you need more details about your condition, treatment,
caregivers, hospital stay or discharge plan?

Ask Yourself

Is there anything else the hospital should be

aware of to improve my care experience?

The Woodlands Hospital Patient Guide e 15



Choose a Support Person

A trusted friend or family member can be a big help during your hospital
stay. Select one key person to be your health care advocate. If you become
stressed or your ability to communicate changes, this person can help
you—and stand up for your care. If they are unable to be with you, we
encourage you to call your support person and place them on speaker
phone when your team is in the room so they can listen and offer support.

A support person can:

» Ask questions you might not think

of and write down information.
Don’t forget to
tell the staff who
you’ve picked
to be your
support person.

+ Communicate advance directives.
See page 24 for information
about advance care planning.

* Double-check medications
and treatments.

» Watch for signs your condition is
getting worse and ask for help.

Check IDs

While you are here, many people will care for you (doctors,
nurses, aides). To prevent errors in your care:

¢ Ask to see the ID of everyone who comes into your room, so
you know the name and job of the person caring for you. If
you do not see an ID badge, contact your nurse immediately.

¢ Speak up if hospital staff does not check your ID.
Any time staff enters your room to give you
medicine, transport you, or perform procedures or
treatments, state your name and birth date.

¢ Always double-check your name with staff to avoid errors.
This may seem repetitive at times, but it helps

ensure you receive the correct care.
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Be Informed

Ask Questions

Ask your care team questions like these to help you
understand your condition and treatment:

What tests will | need? When will | know the results?

What are the short-term and long-term effects of my condition?

How can my condition be treated or managed?

What are signs that my condition is getting worse?

Check Your Understanding

Use these strategies to help
you understand and remember
the information provided

by your care team:

¢ Repeat it: Summarize what
your care team member said
in your own words to confirm
your understanding.

* Note it: Write down key
details so you can refer to
them later if needed.

¢ Teach it: Explain your condition,
procedures, and medication
instructions to a support person
to reinforce your understanding.

Make Informed Decisions

* Discuss your wishes for
emergency, life-saving
treatments with your
doctor and loved ones.

* If you have questions about
your diagnosis, don’t hesitate
to ask for more details or
seek a second opinion.

¢ Carefully read all medical
forms before signing.
Ask for clarification if
anything is unclear.
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Explain Your Pain

No one knows how much pain you are in but you. Tell your
doctor or nurse when pain strikes or if it comes back again after
it goes away. Talk about your pain level throughout your stay.

Ask yourself, then share with your nurse.

* Where does it hurt?

* When does it hurt?

* Does it keep you from doing things—like sleeping, dressing, eating?

Which words describe your pain?

O aching a dull d sharp

O bloating O numbing O shooting
O burning O pressing O soreness
U comes and goes U pressure O stabbing
O constant a pulling O throbbing
O cramping Q radiating O tightness
O cutting Q searing

How bad is it on this pain scale?

—— Wong-Baker FACES® Pain Rating Scale

P X —~ ~ —~ ~ — N\ / o
[00) [00) [00) (09) o8 o
w w w “w “ w
_/ — — —~ ~ N
4 8 10

0 2 6
No Hurt Hurts Hurts Hurts Hurts Hurts
Little Bit Little More Even More Whole Lot Worst

©1982, Wong-baker FACES® Foundation, Wong BakerFACES.org. Used with permission.

You Know Your Pain

Starting to get uncomfortable? Pain medicine not working? Speak up. You
may need to get more of the current pain medicine or switch to a different

kind of medicine to get relief. Don’t ignore pain. Managing your pain will help
with your healing process. Talk to your doctor or nurse when pain strikes.
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Prevent Falls

While you are here, you may feel dizzy or weak. lliness,
procedures, medicines or even just lying down for too
long can make you less steady on your feet.

To keep yourself safe, always:
* Use the nurse call button for help getting out of bed.

* Ask for help going to the bathroom or walking around.
(And use hospital handrails when they’re available.)

* Wear non-slip socks or footwear.

» Keep often-used items within easy reach
(glasses, TV remote, tissues, etc.).

* Make sure your wheelchair is locked when you get
in or out of it. Never step on the footrest.

* |f activated, keep the bed alarm turned on.

Prepare for Surgery
Before your procedure, make sure you and your surgical staff confirm:

¢ Your name and date of birth
* The type of surgery you are having

* The body part to be operated on—
Hospital staff will mark the correct spot on your body.
Make sure you or your support person checks that it’s correct.

Take simple steps like these to help prevent medical mistakes.

Ask your surgeon to take a “time out” to
check: you’re the right person, getting
the right surgery, on the right body part.
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Prevent Hospital Infections

At the hospital, you might come into contact with germs that could give
you a new illness. Reduce your chances of infection with these safety tips.

1. Clean Your Hands:
» After touching surfaces, especially doorknobs and handrails
» Before eating
* After using the restroom
¢ After sneezing, coughing, or blowing your nose

2. Ask Visitors to Help You Stay Safe
Everyone, including all hospital staff and guests, should clean
their hands before they touch you. Make sure your visitors wash
their hands or use alcohol-based hand sanitizer when they enter
your room. Ask friends and family not to visit if they are sick.

3. Cover Your Cough or Sneeze
To limit the spread of germs, cough or sneeze into tissues, then
immediately throw them away and clean your hands. Ask staff
if you should wear a surgical mask. Even if you don’t feel sick,
you could be carrying germs that can make others sick.

4. Keep an Eye on Bandages, Dressings, Tubes, and Drains
If a dressing on a wound, surgical site, or IV gets wet or loose, tell
your nurse. Also let your nurse know if a catheter or drainage tube
becomes loose, comes out, or does not seem to be draining well.
Speak up if the area around the tube hurts or is hot to the touch.

5. Keep Your Vaccinations Current
Make sure you are as protected as possible from the spread
of infection. Check with hospital staff about whether it’s
safe for you to receive any vaccines you might need.

Use soap and water or alcohol-based hand sanitizer
under your nails, between your fingers, and on the
palms and backs of your hands. Rub for 20 seconds
(the time it takes to sing “Happy Birthday” twice).
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Sepsis

Understanding and Preventing Sepsis

What is Sepsis?

Sepsis is a life-threatening medical emergency that occurs when the
body has an extreme response to an infection in the bloodstream. It often
begins with an infection elsewhere in the body, such as a urinary tract
infection related to catheter use, or a surgical site infection. Bacterial,
viral, or fungal infections may all lead to sepsis if the immune system
overreacts and begins to damage healthy tissues and organs. Without
timely medical intervention, sepsis can result in organ failure or death.

Why Quick Action Matters

Prompt recognition and treatment are critical. For every hour

that treatment is delayed, the risk of serious complications or

death increases. Patients should report concerning symptoms
immediately to their health care team. If symptoms arise

after discharge, seek emergency care or call 911.

Warning Signs of Sepsis

¢ Low blood pressure or dizziness

¢ Fever, chills, or feeling very cold

* Confusion or difficulty thinking clearly
* Shortness of breath or rapid breathing
¢ Fast heartbeat

¢ Extreme pain or discomfort

¢ Clammy or sweaty skin

Preventing Sepsis: Simple Steps That Save Lives

¢ Wash your hands often.
Use soap and water or alcohol-based hand sanitizer throughout
the day. Make sure everyone who touches you has clean hands.

¢ Keep wounds clean and covered.
Tell your nurse right away if a bandage becomes wet
or loose. Ask visitors not to touch your wound.

¢ Watch for problems with tubes.
Let your nurse know if you see redness, swelling, or drainage
around a catheter or |V site, or if any tube becomes loose or
dislodged. You can also ask when tubes can be safely removed.
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Superbugs

Recognize the Signs of Serious Infection

What is a Superbug?

Superbugs are bacteria that no longer respond to common
antibiotics. They can cause serious, hard-to-treat infections.

Prevent the Spread: Clean Hands Matter
¢ Wash your hands often with soap and water
¢ Use hand sanitizer when soap is not available
» Ask visitors and staff to clean their hands, too
¢ Avoid touching wounds, IV lines, or catheters

Use Medications Wisely

¢ Take all prescribed antibiotics exactly as directed

* Do not skip doses or stop early

* Never use leftover or someone else’s antibiotics

¢ Ask your care team if you are unsure about a medication

Watch for Signs of Infection

Tell your nurse or doctor right away if you notice:
¢ Fever or chills

¢ Redness, swelling, or unusual drainage

¢ Pain or discomfort near a wound or |V site

* Feeling suddenly worse

Partner in Your Care

¢ Speak up if you have concerns

¢ Do not hesitate to ask, “Did you clean your hands?”
¢ Know your treatment plan and ask questions

e Stay involved in your care decisions
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Adult Vaccines

Which Vaccines You Need to Protect Your Health

Vaccines work with your immune system to help protect you
from infections and disease. As you age, you’re more at risk of
certain health conditions because your immune system isn’t as
strong as it used to be. And if you do get sick, the symptoms
can be more serious than when you were younger.

Four types of vaccines are especially important for older adults, including:

COVID-19 Vaccine—

The COVID-19 vaccine is
recommended for all people aged
5 years and older, including people
who are pregnant, lactating, trying
to get pregnant now, or might
become pregnant in the future.

Influenza Vaccine—

The flu vaccine is recommended
for all ages every year, and

there are special vaccines for
adults over age 65. You need the
vaccine every year because the
flu virus changes over time.

Zoster or Herpes Zoster Vaccine—
This vaccine protects against
shingles. It’s one dose and is
recommended for all adults

age 60 and up. Shingles causes
rash, blisters and severe pain.

Talk to Your Doctor

Pneumococcal Vaccines—
Recommendations recently
changed for pneumonia
vaccines. Even if you already
received one vaccine, you may
still need another. Talk to your
doctor about the vaccination
schedule that’s right for you.

Pneumococcal conjugate or
PCV13: You need one dose of

this vaccine if you are age 65 or
older and didn’t receive it at a
younger age. It’s best to get this
one before the PPSV23 vaccine
(see below). Wait at least 12 months
if you receive the PPSV23 first.

Pneumococcal polysaccharide or
PPSV23: If you are age 65 or older,
you need one dose of this vaccine,
ideally 12 months after receiving
the PCV13 vaccine (see above).

Your doctor is your best source for information about vaccines.

Which vaccines are right for you depend on your age, other health
conditions you have (including pregnancy) and where you travel.
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Advance Directives

One of the most important decisions you can make about your
care is to fill out advance directives in case you can no longer
speak for yourself. Health care advance directives are documents
that let others know your wishes about the type of care you want
as well as who you want to make health care decisions for you.
They are only used if you are unable to make your own decisions
and communicate them to your health care providers.

Texas Living Will Directive

Each state has different laws about health care directives. If you spend
time in another state, you may want to fill out that state’s documents
as well. Texas recognizes the following types of advance directives:

Directive to Physicians and Family or Surrogates (Living Will)

This document lets you state your preferences about life-sustaining
treatment if you develop a terminal or irreversible condition and are
unable to communicate. It can include your wishes about the use of
resuscitation (CPR) if your heart stops, a ventilator if you stop breathing,
or feeding tubes or Vs if you cannot eat or drink.

Durable Power of Attorney for Health Care

This legal document appoints a health care proxy—someone you trust
to make medical decisions on your behalf if you are unable to do so. Your
proxy can speak for you regarding emergency care and other treatment
options such as blood transfusions, kidney dialysis, and more. Take time
to talk with this person about your medical preferences and ensure they
are willing to take on this responsibility.

Talk About Your Wishes
Not sure how to talk to loved ones about your end-of-life wishes?
Visit theconversationproject.org for tips on starting the conversation.

Fill Out Your Forms

Fill out advance directives so your wishes are met and
your loved ones are sure of what you want.

Make sure you submit advance directives each time you go to the

hospital so your most current information and wishes are on file.
You do not need a lawyer to fill these out. For more information and
to obtain the forms you need, contact the hospital chaplain.
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Rights and Responsibilities

You Have the Right to the Best Care

Please review the rights and responsibilities below

to help us provide you with quality care.

As a patient, you have the right to:
1.

Concerns?

The right to care that respects
your cultural, psychosocial,
spiritual, and personal values,
beliefs, and preferences.

. The right to be involved in decisions

about your care, treatment and
services and the development and
implementation of your plan of care.

The right to be involved in
resolving dilemmas about your
care, treatment and services.

The right to receive from your
physician current information
concerning your diagnosis treatment
and prognosis in a manner that you
understand. When it is not medically
advisable to give such information
to you, it should be shared with an
appropriate person on your behalf.
You have the right to know the

name of the physician responsible
for coordinating your care.

The right to receive from your
physician, information necessary
to give informed consents prior
to the start of any procedure or
treatment. Except in emergencies,

the information should include, at
minimum, the specific procedure
and/or treatment, the significant risks
involved and the expected length
of recuperation. When alternatives
for care or treatment exist, or when
you inquire about alternatives, you
have the right to such information.
You also have the right to know the
name of the person responsible for
the procedures and/or treatment.

. The right to refuse care, treatment

and services to the extent
permitted by law and regulation
and to be informed of the medical
consequences of this action.

The right to formulate advance
directives and appoint a surrogate
to make health care decisions on
your behalf to the extent permitted
by law and to have facility staff and
practitioners who provide care in the
facility comply with these directives.

. The right to be free from restraints

and seclusion of any form that are
not medically necessary or are used
as a means of coercion, discipline,
convenience or retaliation by staff.

If you have concerns about the care you or your loved one is receiving,

please speak with your doctor or nursing supervisor. If you feel that your
issue isn’t resolved, please ask to speak with a nurse or house manager.
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Rights and Responsibilities

Continued

9. The right to have a family member 15. The right to know if there are plans
or representative of your choice and for the hospital to engage in or
your physician notified promptly perform human experimentation
of your admission to the facility. affecting your care or treatment.

10. The right to receive every Yout.he.uvetthle right to Lefusg t?{
consideration of privacy and participate in research projects.
confidentiality concerning your 16. The right to expect continuity of
medical care and treatment. care and to know in advance what

11. The right to expect that all Lollow-up plans ar?d services will

L e needed after discharge.
communications and records
will be treated as confidential. 17. The right to examine and receive an
12. The right to access information explanation of your bill regardless
) . .. of the source of payment.
contained in your clinical records
within a reasonable time period. 18. The right to the appropriate

13. The right to expect that St. Luke’s assessment and management of pain.

Health — The Woodlands Hospital 19. The right to receive care

14.

will make a reasonable response

to your request for services. The
hospital will provide evaluation,
services and/or referral as
indicated. You may be transferred
to another facility only after you
receive complete information and
explanation concerning the needs
for and the alternatives to a transfer.

The right to obtain information
about any relationship of the
hospital to other health care and
educational institutions, which
could impact your care. You also
have the right to obtain information
concerning any professional
relationships among individuals
who are providing treatment.

in a safe setting.

20.The right to be free from mental,

21.

physical, sexual and verbal abuse,
harassment, neglect and exploitation.

The right to access protective
and advocacy services.

22.The right to access pastoral

and other spiritual services.

23.The right to file a grievance and

to be informed of the process to
review and address the grievance
and to receive a response from
us concerning your grievance.

Questions?

If you have questions about your patient rights and responsibilities,

please ask to speak with the unit manager or house manager.
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Rights and Responsibilities

Continued

As a patient, you are responsible for:

1.

Providing accurate and

complete information about
present complaints and past
ilinesses, hospitalizations,
medications, and other matters
relating to your health. You are
responsible for reporting whether
you clearly comprehend a
contemplated course of action
and what is expected of you.

Following the care, treatment

and services plan developed.
Cooperate with all health care
team members and ask questions
about any directions or information
given which may need clarification.
Express any concerns about your
ability to follow the proposed plan
or course of care, treatment and
services. The hospital makes every
effort to adapt the plan to your
specific needs and limitations.
When such adaptations to the care,
treatment and service plan are not
recommended, you and your family
are informed of the consequences
of the care, treatment, and

service alternatives and of not
following the proposed course.

«

.

. Reporting perceived risks in

your care and unexpected
changes in your condition.

. Accepting the medical

consequences if you refuse
treatment or do not follow the
care, treatment and service plan.

. Being prompt in paying the hospital

bill, in inquiring about the bill and
in providing necessary information
for insurance processing.

. Being considerate and respectful

of the hospital’s property and staff
as well as other patients and their
property. Follow the hospital rules
and regulations and encourage
visitors to be considerate as well.

Helping the hospital understand
their environment by providing
feedback about service

needs and expectations.
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Patient Grievance Process

You Have the Right to the Best Care

St. Luke’s Health — The Woodlands Hospital’s mission urges us to
emphasize human dignity and social justice as we move toward
the creation of healthier communities. Respect for human dignity
includes respecting your rights as an individual in our facility.

You have received a list of individual rights. If you feel that any
of your rights may have been violated, you may initiate a formal
grievance. You may notify the Patient Feedback Department

in writing at 17200 St Lukes Way, Woodlands, TX 77384.

You may also call and speak with the Patient Feedback
Department. The telephone number is (936) 266-4050. You

also have the right to file a complaint with the state survey
agency, regardless of whether or not you choose to first use

St. Luke’s Health — The Woodlands Hospital’s grievance process.

The Patient Feedback Department will contact you upon
receipt of the grievance, and will investigate the complaint.
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Your Privacy Matters

Privacy and Health Information

You have privacy rights under a federal law that protects your health
information. This law sets rules and limits on who can look at and receive
your health information. These rights are important for you to know.

Who must follow this law?

Most doctors, nurses,
pharmacies, hospitals,
clinics, nursing homes and
many other health care
providers and their vendors

Health insurance companies,
HMOs and most employer
group health plans

Certain government programs
that pay for health care, such
as Medicare and Medicaid

What information
is protected?

Information your doctors, nurses
and other health care providers
put in your medical records

Conversations your doctor
has with nurses and others
regarding your care or treatment

Information about you in your
health insurer’s computer system

Billing information about you
at your clinic or hospital

Most other health information
about you held by those
who must follow this law

What rights do you have over
your health information?

Providers and health insurers
must comply with your right to:

¢ Ask to see and get a copy
of your health records

¢ Have corrections added to
your health information

¢ Receive a notice that tells you
how your health information
may be used and shared

* Decide if you want to give your
permission before your health
information can be used or
shared for certain purposes,
such as for marketing

* Get a report on when and why
your health information was
shared for certain purposes

¢ File a complaint
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Your Privacy Matters

What are the rules and limits on who can see
and receive your health information?

To make sure that your health information is protected
in a way that doesn’t interfere with your health care,
your information can be used and shared:

¢ For your treatment and care coordination
¢ To pay doctors and hospitals for your health care

¢ With your family, relatives, friends or others you
identify who are involved with your health care or
your health care bills, unless you object

* To make sure doctors give good care and
hospitals are clean and safe

¢ To protect the public’s health, such as by
reporting when the flu is in your area

¢ To make required reports to the police, such

as reporting gunshot wounds
Without your written permission, your provider cannot:
¢ Give your health information to your employer

¢ Use or share your health information for
marketing or advertising purposes

* Share private notes about your mental health counseling sessions

Another law provides additional privacy protections
to patients of alcohol and drug treatment programs.
For more information, visit: samhsa.gov.

Right to Report

If you believe your rights are being denied or your health information isn’t
being protected, you can file a complaint with your provider, health insurer

or the U.S. government at ocrportal.hhs.gov/ocr/smartscreen/main.jsf.

Source: U.S. Department of Health & Human Services Office for Civil Rights
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Before You Leave the Hospital

Discharge Checklist

Plan early to reduce your chances of being readmitted and increase
your chances for a healthy recovery. Take steps as soon as possible
during your stay to plan for a successful transition from the hospital.

Checklist for Discharge

Make sure you have the following information
before you leave the hospital.

O Medicine list. This includes O Follow-up care instructions.
all your new and former Beyond medicine,
prescriptions, over-the-counter this can include:
medicines, vitamins and * Foods or activities to avoid
supplements. Ask if there are * Tests or appointments
any medicines you can stop * How to care for incisions
taking or that are not good or use equipment
to take together. Also make * Warning signs to watch
sure you know why, how and for daily living adjustments
when to take each one. (like how to get into bed)

O New Prescriptions. Check * Who to call with questions
that your pharmacy has your QO After-hospital services.
new prescriptions and you Know how much support
have a plan to get them filled. you’ll need in these areas:

O Local resources. Ask your ¢ Personal care: bathing,
discharge planner for help eating, dressing, toileting
finding local after-care * Home care: cooking,
services or support groups. cleaning, laundry, shopping

O Medical records. If you would * Health care: taking your
like a copy of your medical medicines, doctor’s

records, call (936) 266-3955. appointments, physical therapy,
wound care, injections,

medical equipment

Not Ready to Leave?

You have the right to appeal your discharge if you don’t agree with
the decision that you are ready to leave the hospital. Speak with your

discharge planner or physician and share your concerns. You also may
need to reach out to Medicare, Medicaid or your insurance company.
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Before You Leave the Hospital

Confirm Caregiver Support and Make a Plan

Designate a Support Person

Whether you are that primary support person or just one of many
people caring for and supporting your loved one, you can play an
important role in making sure they get the safest and best care.

What to Know Before You Leave
As a caregiver, you can help ensure the best outcomes for your loved
one after their hospital stay by finding out how you can help with:

* Arranging appointments for follow-up medical care and
advocating for the patient at those appointments

¢ Changes in your loved one’s daily routine and
ability to complete regular tasks

* New medical equipment

* New medications — for example, picking them up from the pharmacy
and making sure your loved one takes the right ones at the right time

* Watching for side effects and knowing who to contact for questions
or follow-up care if your loved one’s condition gets worse

Caregivers Need Care, Too

If you feel like you need a break or help,
reach out to friends and family. You can also
find resources from these organizations:

Resources

* National Alliance for Caregiving:
caregiving.org

e Caregiver Action Network:
caregiveraction.org

e Family Caregiver Alliance: caregiver.org

 Eldercare Locator: eldercare.acl.gov

* National Respite Network and
Resource Center: archrespite.org
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Before You Leave the Hospital

Plan Ahead

Start planning early to lower your risk of hospital readmission
and support a smooth, healthy recovery. As soon as possible
during your stay, take steps to prepare for a safe transition home.

Begin by asking to speak with your discharge

planner and review these key items:

* Your discharge summary and plan

* A complete list of your medications with instructions
* Your follow-up appointments

* What to do if you start feeling unwell

Repeat the information in your own words to
confirm you understand everything correctly.

In order to prevent any discharge delays, ensure you
have arranged for transportation home in advance.

A Reason to Plan Early

If you’ll need a rehabilitation center, nursing home, skilled care,
or other services after your hospital stay, it’s important to start

exploring your options early. To compare services in your area,

visit medicare.gov/care-compare or qualitycheck.org.

Medical Records

Make sure to request copies of your medical records and test results
before you leave the facility. To obtain medical records, contact

the Medical Records Release department at (936) 266-3955.
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Before You Leave the Hospital

Plan Ahead

Questions to Ask

1. Who can | call right after | leave the hospital if | have
questions or concerns about my condition or treatment?

2. Has my follow-up appointment been scheduled?
With whom? Do | have a ride there?

3. What are key warning signs | need to watch out for?
Who do | call if they happen?

4. What special instructions do | need (wound
care, injections, new equipment, etc.)?

5. What kinds of activities and foods are limited? For how long?

6. Who will provide personal, home, or health care services | may need?

7. Who can help me if | have concerns about medical costs?

Need Medical Equipment?

Medicare may cover the cost of some durable medical equipment
(walker, wheelchair, hospital bed, oxygen, etc.) if it is medically
necessary and comes from an approved supplier.

To find suppliers in your area, call 800.MEDICARE (800-633-4227)
or visit medicare.gov/medicalequipmentsuppliers.
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After Hospital Care

Options for After Your Stay

If you need more care after leaving
the hospital, getting services that
meet your needs is important. Make
sure you understand what your
hospital care team recommends for
you. After-care options include:

Home Care

Care provided by professionals

in your home to help maintain

or restore health. This can be
temporary care from medical
professionals that your insurance
or Medicare pays for or care

from a private caregiver you hire.
Can include: home care services
such as housekeeping and meal
preparation; personal care services
such as bathing, dressing, or eating;
and health care services such as
physical therapy or skilled nursing.

Independent Living
Communities with individual,
private apartments or homes. May
include: meals, housekeeping,
maintenance, social activities,

and possibly transportation.
Health care services like skilled
nursing not usually included.

Nursing Home

Long-term care facility for those
who don’t need a hospital but
can’t be cared for at home.
Includes: all daily living and
personal care services, 24-
hour skilled nursing care, plus
social activities and events.
Special units are often available
for people with Alzheimer’s
disease or memory loss.

Assisted Living

Communities with individual units
or apartments for seniors who need
help with daily activities and health
care, including bathing, dressing,
getting on and off the toilet or

out of bed, taking medications,
and managing health conditions.
Social activities and transportation
to medical appointments may be
provided. Staff is on-site 24/7.

Hospice

Care program that provides
support for terminally ill patients
and families in hospitals, facilities,
or homes. Includes: 24-hour

help with pain control and
symptom management, as well as
emotional and spiritual support.

To get started finding or

evaluating after hospital care

resources in your area, visit:

e Eldercare Locator:
eldercare.acl.gov

¢ National Respite Network and
Resource Center:
archrespite.org

¢ Medicare — Care Compare:
medicare.gov/care-compare

¢ The Joint Commission:
qualitycheck.org

Your hospital case manager or

social worker can also provide a
list of organizations in your area
that offer the services you need.
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Understanding Your Bill

Take Charge of Your Payments

The hospital billing process may seem complicated, but you can feel
more in control by knowing exactly what your bill covers. For example, if
you stay overnight, you can expect to see charges for your room, meals,
24-hour nursing care, and medications. The bill will also show charges for
any special services, such as X-rays and lab tests. You may receive bills
for doctors, surgeons, and specialists separately from the hospital.

What’s on a Bill?

¢ Total charges: The total price of the services you received.

¢ Allowed amount: The amount that your health plan will pay for a
service. In some situations, you may have to pay the difference between
the allowed and total charges. This is called “balance billing”

¢ Insurance payment: The amount your insurance has paid or will pay
after you pay your portion.

¢ Patient payment: An amount you may have already paid, such as a
copay.

* Patient responsibility/balance due: The amount remaining that you
need to pay.

Medicare

If you have Medicare, you will be required to complete an MSP
(Medicare Secondary Payer) form. This ensures that Medicare only
pays for services not covered by other insurance you may have. If you
have secondary insurance, this usually covers Medicare deductibles.

If you don’t have secondary insurance, you need to pay these amounts
yourself. Also be sure to read your quarterly MSNs (Medicare
Summary Notices) to review:

* The amount your doctor(s) charged

* The amount Medicare approved and paid

e The amount you owe

* Your current deductible status

Keeping Track

One of the key ways to feel well informed and less overwhelmed
about the hospital billing process is to stay organized. Keep all of your

statements and bills together and review each one as it arrives.
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Understanding Your Bill

Continued

Commercial Insurance Providers

If you use a commercial insurance provider, the hospital will send a
claim to them. Later, you will receive an explanation of benefits (EOB)
statement from your insurance provider. This isn’t a bill. EOBs show:

e The amount billed by your doctor or hospital
¢ How much of that cost is covered by your insurance
¢ How much you may owe

Review this and all other bill-related documents carefully.
If you have questions, contact your doctor or the
customer service number listed on the statement.

Self-Pay Patients and Payment Arrangements

If you’re planning to pay your bills without help from Medicare or a
commercial insurance provider, you’ll get bills directly from the hospital.
Self-pay patients have the right to receive a “good faith” estimate before
a planned hospital stay. To learn more, visit cms.gov/nosurprises.

When the first bill arrives, call the hospital’s financial services
department to set up a payment plan as soon as possible. If you don’t
set up a payment plan, or if you stop making payments, your account
may be placed with a collection agency. The hospital wants to work
with you, so reach out with any questions or concerns you have.

Need Help?

If you don’t understand something on your bill, or if you’re having
trouble paying your bills, let us know. A patient representative
can work with you and guide you to services that can help.

Understanding Coordination of Benefits (COB)

COBs happen when you’re covered under two or more insurance companies.
This may occur when spouses or partners are covered by each other’s insurance
policies, or when both parents carry their children on their individual policies.

To prevent duplicate payments, COBs determine the primary
payer. Check with your insurance provider about their rules
for COBs, primary payers, and forms to fill out.
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Giving Back

Thanks to the support of generous partners, St. Luke’s Health
is building a healthier future for this community—inspired

by faith, driven by innovation and powered by gratitude.

We invite you to become part of that healing mission.

By raising funds in support of education, research, and health
initiatives, the St. Luke’s Foundation helps The Woodlands
Hospital serve as a beacon of health and healing.

Our legacy of care guides us as, together with our committed
partners, we usher in a new era of health care by going beyond the
walls of our hospitals to create healthier communities. St. Luke’s
Foundation is a 501(c) (3) nonprofit organization, which means all
donations are tax deductible to the fullest extent allowed by law.

.E E To make a gift right now, scan this
QR code. You can designate your gift to
[w] The Woodlands Hospital on the online form.

To make a gift or simply receive
information, please contact:

St. Luke’s Foundation

MSC #900, P.O. Box 4332
Houston, TX 72210-4332

(832) 355-6822
supportstlukes.org/woodlands

Gifts Are Tax-Deductible

Tax-deductible gifts can be
made in the form of cash,
check, credit card or stocks.

Share Your Story!

If you are grateful for the care you received and would like tell us about it,

reach out to us at giving@CommonSpirit.org. We’d love to talk to you!
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Volunteer Information

Learn About our Volunteer Program

The St. Luke’s Health — The Woodlands Hospital volunteer
services team invites you to become an integral part of our
hospital. By joining our family of volunteers, you will contribute
to our healing ministry that is committed to excellence and
compassion for the whole person—body, mind, and spirit.

Volunteering has a significant impact on the community and

a positive influence on your health, well-being and spirit.
Volunteers at St. Luke’s Health — The Woodlands Hospital are
part of a unique family that thrives on service and camaraderie.

Volunteer Benefits

¢ Free lunch on the days you volunteer

* Free parking

¢ |etter of recommendation after 100 hours
of volunteering

¢ Leadership opportunities

¢ Friendship and fellowship Scan QR code to
¢ Benefits for mental and physical health learn more about
¢ Valuable career experiences volunteer services.

* Building skills and using them to help
the greater community
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Become a Volunteer

Volunteer Requirements
* We ask that volunteers commit to a weekly shift of four to six hours.

¢ Once we receive your completed application, Volunteer Services will
contact you by phone to schedule an interview. Your interview, along
with your interests and availability, will help determine your placement.

e After the interview, you will be scheduled for a health
screening, which includes a medical and immunization
review, as well as tuberculosis (TB) and drug testing.

e Volunteers are required to attend a four-hour orientation session.

* On your first day, you will review your position description and
meet with a mentor who will guide you through your training.

Volunteer Opportunities “Why Be a Volunteer?”

¢ Guest Relations It’s not for money; it’s not for fame.
* Surgery Waiting It’s not for any personal gain.

* Nursing Units It’s just for love of fellow man.

¢ Special Projects It’s just to lend a helping hand.

¢ Spiritual Care It’s just to give tithe of self.

* Emergency Department That’s something you can’t

buy with wealth.
It’s for the feel deep inside.
It’s that reward down in your heart.

That’s what makes you
be a volunteer.
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Medication Tracker

Know Your Medications

Keep a record of all medications prescribed during your hospital
stay, along with any you were already taking—including over-the-
counter drugs, vitamins, and supplements. Ask your care team how
to safely dispose of any medications that have been discontinued.

Notes

How and : »
(side effects/prescribing

Medication

Name and What It Treats When to doctor/foods/activities
Dose Take It to avoid, etc.)
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“ St. LUke'S Health A member of CommonSpirit
The Woodlands Hospital

17200 St Lukes Way
The Woodlands, TX 77384
(936) 266-2000

CommonSpirit.org/Woodlands
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