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Appendix G: Policy and procedure manual topics

Medical practice’s mission, vision, and values

The mission statement focuses on what the organization does now, who they serve and how 
they serve them. 
The vision statement focuses on the future and what the organization wants to become. It 
drives the companies’ goals and objectives. 
Values are what the organization’s belief system and should align with the goals of  
the organization. 

Organizational structure
The organizational structure describes what employees do, whom they report to, and how 
decisions are made.

Policies topics:

• �Code of conduct - See Appendix H below
• �Workplace violence & harassment policy - 

See OMA Template
• �Confidentiality and privacy policy -  

CMPA Confidentiality Agreement Template
• �Health and safety policy -  

Workplace Safety and Prevention Services 
Template  or Ministry of Ontario Template, 

• �Accommodation policy (AODA) - HR Inclusive 
Toolkit (contains sample wording on page 11)

• �Conflict of interest
• �Hiring guidelines
• �Job descriptions (list of job titles, roles and 

responsibilities)

• �Reporting structure guidelines
• �Salary grades and scale, compensation 

(benefits, life insurance, etc.)
• �Performance review process
• �Termination guidelines
• �Hours of work (including guidelines on 

breaks, holidays)
• �Overtime 
• �Leaves: vacation time, sick leave, 

bereavement, etc.
• �Working from home 
• �Dress code
• �Use of equipment for personal use 
• �Social media

H. Appendix

The contents of an employee policy and procedure manual will depend on your type of practice. The 
list of topics can include (but not be limited to) the following.

All policies and procedures must abide by provincial laws. 
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Office procedures
Procedure manuals should include the steps to complete a task, the role responsible for completing 
a task, and frequency of tasks.

Office Management

• �Health and safety procedures  - Template by: Workplace Safety and Prevention Services

• �Emergency procedures - (Emergency telephone numbers, basic staff preparedness, emergency in 
office (with and without a physician etc.)) – Templates by: Ottawa Public Health or IHSA

• �Office inventory procedures and maintenance procedures

• �Payroll Procedures.

Patient management

• �Patient communication - e.g., telephone, email and in person procedures (preferred greetings, how to 
call the patient (last name or first name), eye contact, etc.)

• �Patient scheduling - e.g., appointment booking, cancellation procedures.  
See OMA online appointment webinar

• �Patient traffic flow procedures - See OMA patient flow tips

• �Patient privacy and confidentiality - e.g., Leaving messages for patients, keeping information secure.

• �Medical records - e.g., filing, confidentiality.

• �Safe office procedures (aggressive behaviour/deescalating) -  
See OMA patient expectation webinar/resources.

• �Procedure for communicating with other healthcare providers, such as specialists/FD, laboratory/
diagnostic testing, allied health etc.- e.g., Following up with missing results, notifying patients  
about appointments.

Office Management

• �How to submit claims to OHIP and WSIB

• �Track updates to OHIP billing

• �How to reconcile remittance advice (RA) and error reports

• �How to bill and collect payment of non-insured services

• �Accounting procedures

H. Appendix

OMA has included links to external websites and resources not controlled or affiliated with it. 
OMA is not responsible for the content of these sites, and the inclusion of these links does not 
constitute or imply endorsement of the organizations associated with them. They are shared 
for information purposes only.

https://www.wsps.ca/resource-hub/checklists/workplace-health-and-safety-policy
https://www.ottawapublichealth.ca/en/professionals-and-partners/resources/Documents/Workplace/sp_emergencyprep_en.pdf
https://www.ihsa.ca/resources/emergency_preparedness.aspx
https://learn.oma.org/mod/page/view.php?id=268
https://www.oma.org/member/practice-professional-support/running-your-practice/operations-and-practice-management/practice-efficiency/
https://learn.oma.org/mod/page/view.php?id=308
file:///C:/Users/jackien/AppData/Local/Microsoft/Windows/INetCache/Content.Outlook/4LF9A8AO/•%09https:/www.oma.org/member/practice-professional-support/billing/billing-fee-codes/
file:///C:/Users/jackien/AppData/Local/Microsoft/Windows/INetCache/Content.Outlook/4LF9A8AO/•%09https:/www.wsib.ca/en/health-care-providers/provider-information/reporting-requirements-health-professionals
https://www.ontario.ca/document/education-and-prevention-committee-billing-briefs/billing-ohip-services-resources
file:///C:/Users/jackien/AppData/Local/Microsoft/Windows/INetCache/Content.Outlook/4LF9A8AO/•%09https:/www.oma.org/member/practice-professional-support/post-payment-review-process/about-fee-for-service-post-payment-reviews/
file:///C:/Users/jackien/AppData/Local/Microsoft/Windows/INetCache/Content.Outlook/4LF9A8AO/•%09https:/www.oma.org/member/practice-professional-support/billing/billing-fee-codes/billing-for-uninsured-services/
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