
What to do if someone 
refuses to wear a mask
To protect our patients, visitors, and the healthcare team 
members from increasing community spread of COVID-19, 
every person entering Munson Healthcare hospitals, 
clinics, and facilities must wear a face mask. If they did 
not bring a face mask, we will provide one upon arrival. 
Masks must be worn for the duration of the visit covering 
the mouth and nose, except while eating or drinking. 
All family members and visitors must wear face masks 
without exception. Exceptions for patients and authorized 
support person only:

• If a patient is under the age of two
• If a patient has a health condition that prohibits
     them from wearing a mask
• If a patient presents to the Emergency Department, 
 Urgent Care, or is otherwise seeking or in need of 
 emergency care and refuses to wear a mask

Lead your interactions with courtesy and compassion.  
If special accommodations are needed for patients due  
to an inability to wear masks related to scenarios 
outlined in the MHC Patient Face Mask Exemption 
Guidelines, or if someone refuses to wear a mask and 
does not qualify for an exception, try the following 
statements:

“Masking works both ways – it protects you from  
potential infection and it protects our patients, visitors, 
and team members.”

“I understand that masking is an inconvenience, but it  
is required to enter into our health care facility to  
protect you and others.”

“For everyone’s safety, if you do not wear a mask, you  
will not be allowed to enter today.” 

Work with the patient to consider rescheduling their 
appointment to a virtual visit or on a later date.

What to do if the 
situation escalates
Family members/visitors who decline masking shall
be denied access to Munson Healthcare facilities.

If a patient is in need of emergency care and 
refuses to wear a mask, the patient must still be 
allowed entry and appropriately treated in accordance 
with EMTALA.

If the patient is not in need of emergency care, 
refuses to wear a mask, and does not qualify 
for an exception, work with the patient to consider 
rescheduling their appointment to a virtual visit or on  
a later date.

If the situation escalates, take the  
following steps:

Hospitals: Notify your immediate supervisor, 
hospital supervisor, risk management, patient liaison, 
administrator-on-call, or Security.

Ambulatory clinics: Notify the on-site supervisor/
manager.

If immediate danger or disruption occurs, call 911.

NOTE: If an individual has no specific stated business  
in the facility (i.e. patient, visitor, vendor, etc.), politely  
ask them to leave. If they refuse, call 911.

If media arrives, ask them to wait. Call the Corporate 
Communications media pager: 231-318-9731
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