
Hematology and Oncology

Communicating With 
Your Care Team
Northwestern Medical Group Hematology and Oncology

To contact your care team, you can send a message through MyNM or call 
312.695.0990 (TTY: 711).

Business hours are 8 am to 5 pm, Monday through Friday. The clinic is closed on holidays 
and weekends. If you call after clinic hours, the operator will page the on-call physician, 
who will call you back. MyNM messages are not reviewed after hours, over the weekend 
or on federal holidays. Never send an urgent message through MyNM. 

Nonurgent concerns
Send a message through MyNM or call 312.695.0990. We may take up to 2 business days 
to respond.

Nonurgent concerns can include general questions for the care 
team or:

	• Family and Medical Leave Act (FMLA) forms or letters

	• Making and canceling appointments

	• Making an appointment for a lab test or scan
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Urgent concerns
Call 312.695.0990. 

	• If you call during business hours, the operator 
will give your message to your care team. 
Someone from your care team will call you 
within 2 hours to ask about your symptoms. 

	• If you call after business hours, on a weekend or 
on a holiday, the operator will page the on-call 
physician, who will call you back. 

Urgent symptoms can include:

	• Dehydration, constipation, or trouble eating or 
drinking

	• Nausea, vomiting or diarrhea

	• Chills or temperature more than 100.4 degrees F

	• Infection or swelling

	• Pain not controlled by medication

	• Coughing that will not stop and/or shortness of 
breath

	• Lightheadedness and/or dizziness

For urgent symptoms, your care team 
may refer you to any of the following:

	• Urgent appointment with your clinical team

	• Emergency department that is nearest to you

	• Oncology Triage Clinic

The Oncology Triage Clinic is a service for patients 
with cancer who have urgent symptoms. It is not a 
walk-in clinic; your care team may make a same-day 
appointment for you after they call you back about 
your urgent symptoms. 

In an emergency
For an emergency, go to the nearest emergency 
department or call 911. Emergency symptoms 
include chest pain, shortness of breath or 
uncontrolled bleeding.

Sending messages in 
MyNM
Do not send a message using MyNM if you need a 
response right away. Call 312.695.0990 instead.

	• There is no cost to send MyNM messages about 
your routine care. Examples include asking 
about prescription refills, lab results or imaging 
results, or follow-up communication from your 
care team about your visit. 

	• We may charge a fee to reply to long messages 
asking for medical advice.
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Appointments, 
Follow-Up Care and 
Medications

Northwestern Medical Group 
Hematology and Oncology
Scheduling an appointment

When you call 312.695.0990 to schedule an appointment, we will ask you about the type of 
appointment you need:

	• Lab test (blood draw)

	• Infusion

	• Visit with your physician or other care team member

We will tell you if you need to call a different number to schedule specific tests or 
procedures. 

We recommend that you schedule future visits before you leave your current 
appointment. 

Cancellations and missed 
appointments

If you need to cancel or reschedule a future appointment: 

	• Call 312.695.0990 or send a MyNM message. 

	• Contact us at least 24 hours before your appointment so that we may offer the slot to 
another patient. 



If you have an emergency and must 
cancel with less than 24 hours’ notice, 
or if you are running late:

	• Call 312.695.0990. 

	• Do not use MyNM. 

If you contact us before your appointment time, 
we will not list your appointment as “missed.” If 
you have a lot of missed appointments or late 
cancellations (within 24 hours of your appointment), 
we may talk to you about challenges you have 
keeping your appointments and work with you to 
find a different care option.

If you miss your chemotherapy appointment, be sure 
to call 312.695.0990 as soon as possible. That way 
we can reschedule your appointment and address 
any concerns. A care team member will call you back 
within 2 business days. 

Checking test results 
in MyNM

You can review your test results in 
MyNM. In most cases:

	• Lab test results will be in MyNM the day after 
the lab posts the final results.

	• Imaging findings will be in MyNM the day after 
the imaging team posts final results. 

	• The care team will release pathology and 
surgery reports after reviewing them.

	• The care team will release progress notes from 
visits after the physician finishes them.

After-visit summary

At the end of your visit, you will get an 
after-visit summary, or AVS. The AVS 
will include the following: 

	• Vital signs and other health information

	• Your scheduled appointments

	• Current medications

	• Current orders and instructions

You can use the AVS to remember healthcare tasks 
and review information about your condition or 
treatment. You can read your AVS on MyNM. If you 
want a printed copy, ask your care team.
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Medication refills and 
controlled substances

We may not be able to refill your 
prescriptions on the same day as your 
request. Follow these guidelines to ask 
for a prescription refill.

	• Contact us at least 3 business days before you 
run out of your medication.

•	 Send a message using MyNM.

•	 Tell us during your office visit.

	• If your refill request is urgent (you will run out 
within 3 business days), call 312.695.0990.

	• If your medication is a controlled substance, 
contact us at least 1 week before you need a 
refill. We will tell you if your medication is a 
controlled substance. We need to follow special 
rules for these. You might need to bring a paper 
copy of the prescription to your pharmacy. 

When requesting a refill, please 
include:

	• Medication name

	• Dose

	• How many days you have left

	• Name of your pharmacy 

If you have a refill request from outside Illinois, your 
request might be delayed.

Pharmacies at 
Northwestern 
Memorial Hospital
A Walgreens Pharmacy is located in Galter Pavilion. 
You can get any non-specialty medications here, 
such as pain and anti-nausea medications. You can 
also dispose of medications here. 

	• Location: Galter Pavilion, 201 East Huron Street, 
Suite 1-210

	• Phone: 312.951.1084 (TTY: 711)

	• Hours: Monday – Friday, 7 am – 8 pm; Saturday and 
Sunday, 8 am – 4 pm

Our on-site specialty pharmacy is where you can 
get specialized oncology medications. Patient care 
advocates coordinate billing with your insurance 
company and complete any necessary prior 
authorizations. They can also see if you qualify for 
financial assistance. Our specialty pharmacists are 
experts in oncology.

	• Location: Arkes Pavilion, 676 North St. Clair 
Street, Suite 520

	• Phone: 312.926.9365 (TTY: 711)

	• Hours: Monday – Friday, 7 am – 5 pm
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