@' Hawai‘i Island

Communlty Health Center
PATIENT MESSAGING TERMS & CONDITIONS

Program Information

Hawai‘i Island Community Health Center ("HICHC") operates a patient messaging program to communicate with patients
and community members about appointments, healthcare reminders, personalized outreach, care coordination,
organizational services, and other information related to health and wellness. Messages are sent through HICHC's
approved patient engagement platforms and are intended to support each patient's health and wellness journey.

Because HICHC uses more than one messaging system, patients may receive messages from more than one telephone
number or short code, and the features available in each system — including the keywords it recognizes and the way
messaging preferences are managed — may differ.

These Patient Messaging Terms and Conditions apply specifically to HICHC's Patient Messaging Program and are
separate from, but complementary to, HICHC's HIPAA Notice of Privacy Practices and other applicable organizational
policies. These terms do not override or modify those other policies, and if a conflict arises between these terms and
another HICHC policy with respect to the messaging program, these terms apply.

By providing a mobile telephone number and opting in to HICHC's Patient Messaging Program, a patient agrees to these
Patient Messaging Terms and Conditions.

Consent to Receive Messages

Patients enrolled in the messaging program receive may timely reminders, such as upcoming appointments and
insurance or Medicaid renewal deadlines that may affect their coverage.

Patients may enroll in the messaging program by providing a mobile telephone number during registration or check-in,
selecting text messaging as a communication preference, completing a paper or electronic consent form, completing a
web form, responding to an enrollment message, texting an enroliment keyword, or providing consent through another
HICHC-approved process. By enrolling, the patient consents to receive recurring automated or manually initiated text
messages from HICHC at the telephone number provided. Consent to receive text messages is voluntary and is not a
condition of receiving healthcare or other services from HICHC, and consent may be withdrawn at any time.

Patients are responsible for providing HICHC with an accurate mobile telephone number and for informing HICHC of any
changes to that number. By providing a telephone number, a patient represents that they are the subscriber or an
authorized user of that number and that they are authorized to receive healthcare-related communications at it. Patients
are also responsible for protecting access to their mobile device and for notifying HICHC if the device or telephone
number is lost, stolen, disconnected, reassigned, or otherwise no longer under their control. HICHC is not responsible for
messages that are accessed by another individual who has access to a patient's device or mobile account.

Although enrolled patients may receive messages, HICHC’s mere enroliment of patients does not obligate HICHC to send
any messages and such service can be discontinued in whole or in part by HICHC at any time for any or no reason.

Message Types and Frequency

Patients may receive appointment communications, including appointment reminders, confirmations, scheduling and
rescheduling information, cancellation notices, check-in instructions, referral follow-up, and clinic delay, closure, service-
change notifications or insurance or Medicaid renewal deadlines that may affect their coverage. HICHC generally sends
no more than three reminders for an individual appointment, unless additional communication is needed to respond to a
patient request or resolve a scheduling matter.

Patients may also receive personalized 1-to-1 messages related to scheduling requests, care coordination, follow-up
activities, questions, or other appropriate healthcare-related matters; the number of these messages varies depending on
the patient's needs and level of engagement. In addition, patients may receive healthcare reminders and outreach
concerning preventive care, wellness visits, immunizations, screenings, chronic condition support, care gaps, follow-up
care, medication reminders, health education, insurance or eligibility information, and related healthcare access topics.
HICHC generally intends to limit this outreach to no more than three messages per clinical or outreach topic per month,
though frequency may vary based on a patient's needs, appointments, active campaigns, responses, and operational



requirements. Patients enrolled in more than one messaging program may receive a higher overall number of messages
as a result.

Text messaging is not used for emergency medical services, diagnosing a medical condition, providing directing clinical
evaluation, or communicating information that requires an immediate response. Text messaging may, however, be used
to help patients schedule, confirm, or reschedule appointments, including automated messages that offer an earlier
appointment or a new appointment time that a patient can select and confirm by text.

Patients experiencing a medical emergency should call 911 or go to the nearest emergency department. Patients with an
urgent medical concern that is not an emergency should contact HICHC directly or follow the clinic's after-hours process,
rather than relying on text messaging.

Message and Data Rates

HICHC does not charge patients to enroll in or receive messages through the Patient Messaging Program. Standard
message and data rates imposed by a patient's mobile carrier may apply, and patients are responsible for any fees, costs,
or expenses associated with receiving or responding to text messages. Patients should contact their mobile carrier for
details about their messaging plan.

Opt-Out and Re-Enroliment

Text messaging is one of the primary ways HICHC shares time-sensitive information with patients. Patients may withdraw
consent and stop receiving messages or adjust which types of messages they receive by contacting HICHC. Because
HICHC uses more than one messaging system, replying STOP or CANCEL to a message may not stop messages sent
from a different HICHC number or system, or may stop messages that patients still expect to receive, such as
appointment reminders. Patients should contact HICHC to ensure they are opting out of the correct messages.

A patient who previously opted out may resume receiving messages by contacting HICHC to update their communication
preferences; HICHC may request additional identity verification or renewed consent before messaging resumes.

Help and Support

Patients may contact HICHC for assistance using the information below.

Hawai‘i Island Community Health Center
Patient Engagement

Phone: 808-333-3600

Email: HICHCPatientEngage@bhichc.org
Website: hichc.org

Text responses may differ depending on the messaging system used, and unsupported keywords may not be reviewed or
answered. Please contact HICHC for assistance on the allowed text responses.

Privacy and Security

Standard text messaging may not be encrypted and may be displayed on a locked screen, viewed by anyone with access
to a patient's device, stored by the device or mobile carrier, forwarded or copied, delivered to an incorrect or reassigned
telephone number, delayed due to network or carrier issues, or intercepted through circumstances outside HICHC's
control. Patients are encouraged to review HICHC's Patient Messaging Privacy Policy for a full description of how
messaging information is collected, used, and protected.

Disclaimer

HICHC relies on authorized messaging service providers and mobile carriers to deliver text messages, and message
delivery is not guaranteed. HICHC is not liable for delayed, incomplete, misdirected, blocked, or undelivered messages
caused by a third-party service provider, mobile carrier, patient device, an inaccurate telephone number, or other
circumstances outside HICHC's reasonable control. Mobile carriers are not liable for delayed or undelivered messages.
To the maximum extent permitted by law, HICHC shall not be liable for any indirect, incidental, consequential, special,
exemplary, or punitive damages arising from any patient’s access to, use of, or reliance upon any messaging or
messaging services.


mailto:HICHCPatientEngage@hichc.org
http://hichc.org/

No Guarantee of Clinical Response

Participation in the Patient Messaging Program does not guarantee that a message will be reviewed by a healthcare
professional, that a response will be provided or provided within a specific time, that a message will be incorporated into
the medical record, or that clinical advice will be given through text messaging. Patients remain responsible for contacting
HICHC through an appropriate communication channel whenever care, clinical advice, scheduling assistance, or an
immediate response is needed.

Changes to These Terms

HICHC may update these Patient Messaging Terms and Conditions periodically, including to reflect changes in its
practices, technology, vendors, or legal requirements. Updated terms will be posted on HICHC's website with a revised
effective date, and continued participation in the Patient Messaging Program following any such update constitutes
acceptance of the revised terms.

Governing Law

These Patient Messaging Terms and Conditions are governed by the laws of the State of Hawai‘i, consistent with
applicable federal law.

Contact Us

Questions or concerns regarding these Patient Messaging Terms and Conditions may be directed to:

Hawai'‘i Island Community Health Center
Patient Engagement

Phone: 808-333-3600

Email: HICHCPatientEngage@hichc.org
Website: hichc.org

Effective Date: August 1, 2026
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