Welcome to

Thrive Skilled Pediatric Care
Caregivers’ Guide for Home Medical Equipment

About Us
Thrive Skilled Pediatric Care (Thrive SPC) is made up of a professional
team of nurses, therapists, clinicians, and staff dedicated to providing high
quality home care to medically fragile children and their families. Our team
specializes in pediatric enteral and nutritional care, NICU/PICU transition,
mechanical ventilation, tracheostomy management, and phototherapy.
Our purpose is to provide high quality clinical home care to medically
fragile children so they can grow and flourish to their full potential. This
serves as our guiding light and provides inspiration and motivation
throughout our organization.
Every phase of your child’s journey is important to us. With respect, dignity,
and compassion, our team of highly skilled healthcare professionals will
support your family with a full range of services and 24/7 support every step
of the way.
We hope this guide helps you to better understand our approach to pediatric
home care and shows how our services can help promote the well-being of
your family and allow your child to grow and flourish to their full potential.

Contact Information
Hours of Operation Vary by Location
Alabama | 9:00 AM – 6:00 PM
Phone: 800-926-1103

Texas | 8:00 AM – 5:00 PM
Phone: 346-200-8878

Georgia | 8:00 AM – 6:00 PM
Phone: 800-926-1103

Virginia | 8:00 AM – 5:00 PM
Phone: 877-481-3033

Our on-call emergency service is available 24 hours a day and can be reached using
the phone numbers above. If there is a medical emergency, call 911 immediately.
You can also contact a Thrive SPC Representative through the McKesson
VerbalCare app (see page 6).
Supply Reorder Program
Supplies are delivered monthly. All orders need to be placed at least five business
days in advance to coordinate with insurance. Tracking information is given out via
email. To easily reorder any time of day or night, get our McKesson VerbalCare app
(see page 6).
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Our Services
Pediatric Clinical Respiratory Therapy
Our Respiratory Therapists are trained on ventilators, trachs, oxygen,
CPAP/BiPAP equipment, apnea monitors, suction machines, cough assist
devices, afflo vests, HFNC therapy, nebulizers, and more.
Our teammates will come visit you and your child in the hospital prior to
discharge and again at your home. They will set up the equipment, teach
family members how to use it, and provide follow-up visits. 24/7 support is
available should an issue arise.
Home Medical Equipment
We are your one-stop shop. We have our own warehouse and a team in
place to assist with your monthly orders. Our staff will work with your
doctors and insurance companies to check your coverage and deliver
equipment, oxygen, and supplies directly to your home.

Our Solutions
Respiratory Care

Apnea Monitors

•
•
•
•
•
•

Enteral Therapy

Oxygen systems
Concentrators
Portable oxygen concentrators
Nebulizers
Suction machines
Pulse oximeters

Advanced Respiratory Care

•
•
•
•
•
•

Ventilators
CPAP/BiPAP/BiPAP ST
Air compressors
Heated humidification systems
Cough assist
Intrapulmonary Percussive
Ventilator (IPV)

• Portable feeding pumps
• Nutrition
• Feeding tube supplies
Durable Medical Equipment

•
•
•
•
•

Wheelchairs and Walkers
Crutches
Beds
Bathroom safety equipment
Transfer aids

Phototherapy Systems

• Biliblanket
• Bilibed

Return Program
All returns accepted upon management approval and within 5 days of sale.
Product must be in original package or container, with original tags and
labels. Returns of disposable supplies are not permitted.
Equipment Donation Program
If you have equipment that you own and no longer need, ask about Thrive
Cares Foundation’s Equipment Donation Program, which allows you to
donate equipment such as pulse oximeters; feeding pumps, bags, and
equipment; and trach change kits to be used at our locations for training
purposes only.
Warranty Program
Every product sold or rented by our company carries a manufacturer’s
warranty. Thrive SPC will notify beneficiaries of the warranty coverage, and
we will honor all warranties under applicable law. Thrive SPC will repair or
replace, free of charge, insurance-covered equipment that is under warranty.
In addition, an owner’s manual with warranty information will be provided to
beneficiaries for all durable medical equipment when a manual is available.
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PAP Device Adherence
Tracking Program
Thrive SPC’s “Adherence
Tracking Program” will begin
following the setup of PAP
devices. This program will
include routine follow-up calls
to further assist our patients
and their caregivers to ensure
successful therapy during
the initial compliance period.
Please refer to the information
below for tracking guidelines.
7-day Check-in
The first check-in will be made approximately one week after setup. At this
time, our team will:
• Discuss usage, comfort, and confirm proper mask fit.
• Verify registration of patient and device to DreamMapper or MyAir, as
well as assist with downloading VerbalCare. These mobile apps make
maintaining compliance and ordering supplies so much easier.
• Confirm the caregiver’s understanding of healthy PAP therapy. Proper
maintenance of the device and cleaning supplies are equally important as
adherence.
14-day Check-in
Our next check-in will focus on the importance of insurance compliance.
Guidelines vary across states and companies. During this call, we will do
our best to answer questions and address concerns surrounding insurance.
We will also reinforce information provided previously, concerning comfort,
mask fit, supplies, and adherence to therapy.
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30-day Check-in
After one month of therapy, our team will continue to track usage; however,
the patient may have “reached compliance” and satisfied insurance
requirements at this time. If so, a report will be generated and uploaded
into the patient’s chart and he or she will be removed from the Adherence
Tracking Program and continue therapy accordingly.
Some patients may not reach compliance within the first 30 days. We will
encourage increased usage throughout the day to further acclimate the patient
to PAP therapy. The team will also repeat previous education as needed.
60-day Check-in
We will continue to monitor patients that do not reach compliance within
the first 30 days. A report will be generated and uploaded into the patient’s
chart once they are successful, at which point they will be removed from
the Adherence Tracking Program and encouraged to continue therapy.
If the patient continues to struggle adhering to PAP usage, in conjunction
with previous discussions, our team will verify comfort features are being
utilized, such as proper humidification levels, pressure relief, and ramp time,
to help get the patient to compliance and optimum health.
90-day Check-in
A 90-day report will be generated and uploaded into the patient’s chart for those
who have not achieved compliance within 30 or 60 days. They will be removed
from the Adherence Tracking Program and encouraged to continue therapy.
For patients attempting usage and close to meeting goals, depending on
insurance requirements, we may be able to give an additional two or three
weeks to achieve compliance.
If a patient is non-compliant and there has been no attempt throughout the
initial period to increase PAP usage, device pickup will be scheduled.
Our team will discuss details with the caregiver and update the ordering
physician of device pickup due to non-compliance and insurance requirements.

For more information, contact your local Thrive SPC office.
www.thrivespc.com/contact/
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McKesson VerbalCare App
At Thrive SPC, we understand how hectic life can be, especially when
caring for a loved one. That is why we provide a smart phone app that will
allow you to easily reorder monthly supplies, sign documents, and send
instant messages to our Customer Care team—at a time that fits your busy
schedule. Contact the Customer Care team to request an invitation to
enroll in this free service today!
A convenient Smart App for busy parents like you.

•
•
•
•

Works with smart phones or tablets
Reminds you when it’s time to reorder
Allows you to quickly view past orders
Easily share and sign documents

To place your order with someone over the phone, please
contact your location’s Customer Care team using the
numbers provided on the inside cover of this handbook.

Scan the QR Code to learn more about the
McKesson VerbalCare app.
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Going Home Checklist
If you are using private insurance or Medicaid,
work with the appropriate payer representatives to
ensure that all home care services and related athome needs have been submitted for the required
review process and that services have been preapproved. We recommend asking if you will have
any co-pays or deductibles.
Ensure all prescriptions are filled and ready for
pickup or already at home.
Be certain that all necessary equipment and
supplies have been ordered and will be ready upon
discharge. This should be coordinated with hospital
staff and Thrive SPC prior to discharge.
Make the necessary transportation arrangements.
This may include working with hospital staff to
arrange medical transport.
Designate a space in your home where nurses,
clinicians, and your child will be comfortable. This
advance preparation will make going home much
less hectic. We recommend that you talk with
our staff regarding the best way to set up your
home, especially with regard to accommodating
equipment and medical supplies.
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Patient Rights
Thrive SPC is obligated and committed to protecting the rights of our
patients. Patients and caregivers have a right to be notified in writing of their
rights and responsibilities before service begins.

• Receive notice of services and products available directly or by contract.
• Be advised, orally, in writing, and before care begins, of the extent to which
payment for services will be covered by insurance and the extent to which
payment may be required from the patient’s family.

• Participate in the plan of care and decision making concerning the care
and treatment provided.

• Be advised of any change in the plan of care before a change is made.
• Be notified, in advance, of the disciplines and the names of the individuals
providing care, frequency of visits (or hours of care), and any changes in
care or treatment before the changes are made.

• Receive services regardless of race, creed, color, religion, sex, national
origin, sexual preference, handicap, age, veteran status, or lifestyle.

• To make decisions concerning medical care, including the right to accept
or refuse treatment and the right to formulate advance directives.

• Be provided with information for implementing advance directives and
be assured that healthcare providers will comply with the decision in
accordance with state law requirements.

• Receive care without regard to whether or not an advance directive has
been executed.

• Receive consistent and timely care from qualified staff that is experienced
in the care and treatment being provided.

• Receive instruction and requirements for continuing care when services
provided by Thrive SPC are discontinued.

• Have a relationship with Thrive SPC team that is based on honesty and
ethical standards of conduct.

• Participate in the selection of alternative levels of care, or the referral to
other organizations, as indicated by need for continuing or other care.
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• Receive disclosure information regarding any beneficial relationships Thrive
SPC has that may result in profit from the referring organization.

• Be referred to another provider if Thrive SPC is unable to meet the
patient’s needs or has provided unsatisfactory care.

• Be treated with courtesy, consideration, respect, and be assured the right
of privacy.

• Have the right to voice grievances or complaints regarding the care being
furnished by an employee of Thrive SPC, and know that you will not be
subjected to reprisal or discrimination for doing so.

• Refuse services after having been informed of the potential results and/
or risks.

• Be informed in advance (at least 5 days) of anticipated termination,
reduction, and/or transfer of services, as well as why care is to be
discontinued.

• Not receive any experimental treatment without the caregiver’s agreement
and full understanding of information.

• Be free from mental and physical abuse, neglect, or exploitation of any
kind by Thrive SPC staff.

• Have all property treated with respect.
• Be informed of Thrive SPC’s policy on disclosure of medical records and
be provided assurance that records will be maintained in a confidential
manner. Records may be periodically reviewed by federal/state regulatory
boards or accreditation representatives for compliance.

• Have the right to review your medical records upon request.
• Be informed of Thrive SPC’s liability insurance upon request.
• Have ethical issues related to the patient’s care referred to Thrive SPC’s
Ethics & Compliance Committee. Please note that care providers are
prohibited from accepting personal gifts or borrowing from patients.

• Expect and practice mutual respect and dignity.
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Patient Responsibilities
Provide complete and accurate information about illness, hospitalizations,
medications, and other matters pertinent to the patient’s medical history, as
well as changes in address, phone numbers, and insurance information.

• Be under the care of a licensed physician at all times.
• Inform Thrive SPC of the existence of an Advance Directive.
• Inform Thrive SPC when a scheduled home visit needs to be rescheduled.
• Treat Thrive SPC staff with respect.
• Participate in and follow the plan of care.
• Provide a safe environment for care to be provided.
• Cooperate with staff and ask questions when necessary to understand all
instructions and information provided.

• Inform Thrive SPC of any problems or dissatisfaction with services provided.
• Take proper care of all Thrive SPC equipment and call for pick up of
equipment when it is no longer needed.

• Notify Thrive SPC of hospitalizations, emergencies, or any changes in

medical status. (Note: always call 911 first in the event of an emergency.)

• Follow the safety guidelines that are provided.
• Provide full and honest information about financial and environmental
factors that may affect health status or impede health care.

• Avoid discrimination against health care providers on the basis of race,
religion, sex, age, disability, or national/ethic origin.
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Notice of Patient Privacy
As required by the Health Insurance Portability and Accountability Act of 1996
(HIPAA), this notice describes how health information may be used and how
you can obtain access to your child’s health information. Thrive SPC is dedicated
to maintaining the privacy of all health information. All medical records are
kept confidential by law. We maintain the right to update our privacy notice. A
current copy of our privacy notice will be maintained at all locations.
The following lists how we may use/disclose your child’s health Information.

• Collection and appropriate sharing of information to document the medical
necessity of the equipment, supplies, or services we’re providing.

• For billing and collecting payment for the care we provide.
• To monitor and operate our business, including health care outcomes;
utilization reporting; reports to federal, state, and local authorities; and
credentialing organizations, such as the ACHC.
• In response to a court or legal authoritative body that legally requests
information pertaining to a patient.
Your rights: You have the right to inspect records, request a copy, or amend
information you believe is incorrect or incomplete. You must complete
requests in writing. A fee may be charged to process this information. You may
request a copy of Thrive SPC’s privacy policy at any time.
Patient Privacy Policy Inquiries: Direct privacy inquiries to our privacy officer
at 214-453-2192 or our Compliance Hotline at 844-777-4731. You may also file
complaints with US Department of Health & Human Services at 800-368-1019 or
OCRPrivacy@hhs.gov.

Customer Satisfaction
We strive to provide the best care to our patients and their families. If you have a
complaint, we ask that you report it to our team as soon as possible for resolution.
Complaint Resolution:
You can voice a complaint to any Thrive Skilled Pediatric Care employee. You
may also call our main number and ask to speak to any supervisor, manager, or
director. Your complaint will be documented and investigated through our quality
improvement program. Should you ever have an issue with our services and you are
unable to resolve it with Thrive SPC, it is your right to contact the ACHC.
How to reach ACHC with a complaint or patient safety concern:
Accreditation Commission for Health Care, 139 Weston Oaks Court, Cary, NC 27513
Toll-Free 855-937-2242 | Fax: 919-785-3011 | www.achc.org
Please reference that you would like to “Report a Patient Safety Event.”
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Financial Information
Assignment of Benefits
Thrive SPC has an established policy on accepting assignment of benefits for
services rendered to patients. The caregiver agrees to have payment from
their insurance carrier made directly to Thrive SPC. Our Customer Care team
will confirm medical insurance coverage prior to admission and Medicaid
patients/caregivers must present a current card or documentation to the
clinician. If the caregiver/patient does not have insurance, arrangements for
self-pay will need to be made prior to services being rendered.
Claim Filing Schedule
Claims are sent directly to the payer. Patient statements are sent monthly.
Responsibility for Payment
The patient/caregiver is fully responsible for payment of services (not
covered by insurance) rendered at any given time. As a service to our
patients, Thrive SPC files claims with most insurance carriers, both private
and federal.
The patient/caregiver is responsible for notifying Thrive SPC of any insurance
changes or plans to travel outside the Thrive SPC service areas.
Billing Questions
Please call 800-926-1103.
Medical Records
The Center for Medicare and Medicaid Services mandates that health care
providers must maintain a patient record for a minimum of six years following
the last patient encounter, with the following exception: records of a minor
child must be maintained until the child reaches the age of 18 or becomes
emancipated, with a minimum time for record retention of six years from last
patient encounter, regardless of the age of the child. Following this period,
records will be destroyed by incineration or shredding.
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Emergency Preparedness
• For all medical emergencies, call 911 immediately.
• If evacuation is indicated due to an impending natural disaster, take your

child to the nearest designated shelter or, if medical condition warrants, to
the nearest hospital.

• Thrive SPC will attempt to make scheduled visits based on medical needs
and as weather and other conditions permit.

• Caregivers of patients on ventilators should notify the nearest fire

department, ambulance service, electric company, and telephone company
of patient’s status so appropriate interventions may be taken in the event of
power failure or a natural disaster.

• Before, during, and after natural disasters, keep in touch with local

authorities for condition updates and follow the advice of local authorities.

• With oncoming disaster alert, check backup oxygen supply and battery
power. Notify Thrive SPC immediately for needed equipment/supplies.

• Before, during, and after a disaster, monitor the situation on television, radio,
car stereo, or smart phone.

• If you must leave your residence due to emergency, please notify Thrive SPC
as soon as possible.
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Supplier Standards
The products and/or services provided to you by Thrive Skilled Pediatric Care
are subject to the Supplier Standards contained in the Federal regulations
shown at 42 Code of Federal Regulations Section 424.57(c).
These standards concern business, professional, and operational matters
(e.g., honoring warranties and hours of operation). The full text of these
standards can be obtained at www.ecfr.gov. Thrive SPC will furnish a written
copy of the standards upon request.
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