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Updated by Lyn Dolson Pugh
MHC COVID-19 – Care for Medical Mask Exemption Patients MANAGER

Purpose: To give guidance to providers, MHC staff, and MHC patients on providing care to patients with a medical mask exemption.

YES

NO

YES

NODoes patient identify one 
of the exemptions from 

the Guidelines?

Manager/Designated Person
q Refer to the MHC Patient Mask Exemption 

Guidelines.
q Ask: “Please share why you are unable to wear a 

mask?”
q Review the list of medical conditions from the 

MHC Patient Mask Exemption Guidelines.
q Ask questions to confirm the condition is genuine.

q Reply: 
 “We will need to follow special procedures to safely 

provide your care.”
q Collaborate with the patient on possible accommodations:

 Telehealth appointment? 
 If an in-person appointment is required, can patient wear 

other types of face coverings such as a scarf, loose face 
covering, face shield?

 Schedule end-of-day appointment?
q Notify staff in the department of service of the applicable 

medical mask exemption and accommodation.

q For walk-in patient, make reasonable accommodations immediately if possible, such as alternate face coverings or isolating the 
patient in an exam room. Follow Standard Work for Care of Patients With Confirmed or Suspected COVID-19.

q Schedule in-person appointment last available at end of day.
q Remind patient of the agreed-upon accommodations.
q Advise patient: “When you arrive for your appointment, stay in your car, call the office, state that you have spoken with me and 

have a confirmed medical mask exemption. They will direct you how to proceed.”

NOTE: If the patient does not have a cell phone or if the appointment is at a facility where calling the entry screener is not possible (for example, a hospital), 
advise patient: “When you arrive for your appointment , enter the facility, maintain 6' distance, and state that you have a confirmed medical mask exemption. 
The screener may ask you to return to your car until  safe arrangements are made.”

When:
 Pre-screening transfers a call with 

a patient who will not confirm he/
she will wear a face mask

 Walk-in patient self-identifies as 
unable to wear a face mask

 Returning the call of a walk-in or 
scheduled patient who self-
identified as unable to wear a face 
mask

Does patient
require an in-person 

appointment?

Proceed with office procedure to 
schedule telehealth appointment

Reply: “For your safety, and the safety of 
our patients and staff, I’m afraid that we 
will not be able to provide care to you at 
this time. Please call us back when you are 
able to wear a face mask.”

Conclude the 
conversation

Job Aid for Manager or Individual Designated to 
Review Requests for Patient Mask Exemption Accommodations

If a patient would like 
further consideration 
of a mask exemption 
request, the manager 

escalates to the 
Director of the 

department of service.

Refer any 
dissatisfied 
patients to 

Patient Liaison

MHC Patient Mask 
Exemption Guidelines

Applies ONLY to patients and authorized 
companions. 

Visitors, vendors, contractors, or others 
who are not able to mask are NOT 

permitted to enter.

The accommodation process for MHC 
employees under the ADA is different.  

See MHC's ADA policy (PolicyStat ID 
6045859) for more details.
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