
Office   Communication   Policy: 
 
Although   we   truly   understand   that   it   may   be   more   convenient   for   you   to   reach   us   over   the   phone   many 
patients   do   not   realize   the   volume   of   phone   calls   that   are   received   and   that   each   one   must   be   documented 
and   tracked   within   a   medical   practice.      Because   we   are   legally   obligated   to   track   every   time   we 
communicate   with   a   patient,   what   information   is   delivered   and   when   the   patients   review   (or   not   review)   that 
information   our   office   has   adopted   an   official   communication   policy. 
 
Please   review   the   policy   below   to   understand   how   our   office   will   communicate   with   you. 
 

● Outgoing   phone   calls   are   only   made   to   patients   by   the   physician   or   office   staff   in   the   case   of 
medical   emergency    (as   defined   as   being   in   the   hospital   or   urgent   care   type   of   situation).      If   you 
need   to   speak   directly   with   the   doctor   regarding   any   issue   we   will   recommend   that   you   schedule   an 
appointment.      All   communication   with   patients   shall   be   via   the   patient   portal   to   allow   for   proper 
documentation.  

 
● We   advise   initiating   all   communications   via   your   patient   portal.   If   you   have   not   had   a   response   in 

within   the   time   window   on   your   portal   response   please   contact   us   via   our   website   under   the   help   tab 
by   clicking   on   the   bat   signal.         In   the   case   that   your   care   is   terminated   with   our   office   your   portal 
will   close   and   we   would   recommend   that   you   contact   us   directly   by   phone   or   via   our   website   @ 
www.crossroadsobgyn.com. 

 
● Our   office   DOES   NOT   respond   or   process   messages   received   on   the   portal   outside   of   business 

hours.      Although   you   are   welcome   to   submit   cases   24/7   if   you   submit   a   portal   case   after   hours   or 
when   the   office   is   closed   it   WILL   NOT   be   reviewed   by   office   staff   until   after   we   reopen.      Also   the 
early   bird   gets   the   worm   so   we   make   a   priority   to   return   cases   placed   prior   to   12   pm   the   same   day 
(latest   response   2   business   days)   and   cases   placed   after   12   pm   may   not   be   queued   for   response 
to   until   the   next   business   day.      Cases/messages   placed   after   hours   are   triaged   for   response   based 
on   medical   importance   and   order   received.      If   you   experience   an   emergency   after   hours   please   do 
not   submit   a   case   to   the   portal   but   proceed   to   the   nearest   emergency   room   or   urgent   care. 

 
●       If   you   have   not   had   a   response   to   non   urgent   medical   or   any   billing   issue   within   48   business   hours 

we   do   encourage   you   to   call   and   notify   our   operators.      If   you   have   not   had   a   response   to   any   urgent 
medical   issues   within   24   business   hours   please   call   and   notify   our   operators.      In   certain   cases   your 
case   may   be   triaged   to   a   patient   concierge   if   it   is   determined   by   our   office   (in   our   discretion)   that   a 
return   phone   call   is   warranted. 

 
● Patient   portal   access:   Please   understand   the   patient   portal   is   a   service   that   our   office   pays   for   on 

your   behalf   ( not   your   insurance   or   your   visit   charges )   therefore   the   patient   portal   is   only   open   when 
you   are   in   active   patient   status.      In   the   case   that   you   notify   our   office   that   you   are   transferring   care, 
if   we   receive   a   medical   record   request   for   all   records   for   continuing   care,   or   if   you   are   terminated   for 
the   practice   for   any   reason   and   that   includes   failure   to   follow   billing   policies   your   patient   portal   will 
close   immediately.      If   you   require   a   copy   of   your   medical   records   after   your   portal   has   closed   you 
can   request   a   copy   of   your   records   by   completing   a   medical   record   release   form   and   faxing   it   to   our 
office.      You   may   find   more   information   about   medical   record   request   on   our   website   at 
www.crossroadsobgyn.com    under   record   request. 

 
 

http://www.crossroadsobgyn.com/


Thank   you   for   your   understanding   as   we   all   work   towards   the   goal   of   efficient   communications   for   your 
healthcare.  


