
 

Customer Demand Management Protocol 
 
Patient Centric of Martha’s Vineyard, Ltd. (“PCMV”) seeks to manage customer demand 
through the implementation of an appointment only policy for its initial operations. An 
appointment only policy requires that customers schedule an allotted entry time prior to arriving 
at PCMV’s facility. The use of this policy will allow PCMV to closely monitor the number of 
customers within its facility at any given time; prevent external queuing and long wait times 
through measured entry into the facility; and control the number of vehicle on streets adjacent to 
PCMV’s facility seeking to use the facility, limiting unintentional traffic or hazardous pedestrian 
conditions. 
 
Please be advised that the material outlined within this document will be commemorated within 
an enforceable agreement between PCMV, the Martha’s Vineyard Commission (the “MV 
Commission”), and the Town of West Tisbury that provides for the following:  
 

I. Obtaining an Appointment 
 
Customers may schedule appointments through the following means: 
 

A. Telephone through a designated PCMV booking number; 
B. Online through an appointment portal on PCMV’s website; or 
C. Pre-scheduling a customer’s next appointment while on site.  

 
Upon confirmation of their appointment, a customer will receive an email from PCMV 
confirming their appointment date and time, providing a link to modify their reservation, and 
providing information about parking, public transit accessibility, and cyclist parking. 
 
The average customer or patient takes no longer than 15 minutes within a marijuana facility 
between entry to departure. As such, PCMV will phase appointments in 15-minute intervals. 
Understanding that some customers or patients will arrive early or late to their appointments, 
PCMV will permit the scheduling of sixfive appointments per fifteen minutes, or 240 20  
appointments per hour. Customers or patients who arrive early for their appointment will be 
permitted to wait in an indoor waiting area and will be notified by text, buzzer, or a customer 
service representative when it is their turn to be served. 
 

II. Parking Solutions 
 
Parking Availability: PCMV’s proposed site offers 232 spaces for its exclusive use as follows:. 
PCMV has earmarked nine parking spaces for specific uses including: 
 

A. Four parking spaces will be designated for use by registered patients in the Medical Use 
of Marijuana Program. PCMV will utilize the parking spaces closest to the building to 
facilitate ease of access for ill patients. The parking spaces will be notated by clear 
signage that reads “Medical Patient Parking Only”.   
 



B. ThreeFive parking spaces will be designated for use by employees of PCMV’s facility. 
PCMV will utilize the parking spaces away from customer parking to facilitate ease of 
access to the facility for all customers. The parking spaces will be notated by clear 
signage that reads “Staff Parking Only.”  
 

C. One parking spaceThere will be one designated as a handicap accessible parking space.  
 

D. One parking space will be designated as an express space during peak hours for use by 
customers who have preordered products. Customers will be directed to this parking 
space by parking lot attendants. This parking space is anticipated to be filled for five 
minutes per visit. 

  
D.E. The remaining 13 parking spaces will be available for adult-use consumers. 

 
Ride-Share Program: At peak times, PCMV anticipates that 11 8 employees will be on site. 
Depending on staff preference, PCMV will utilize a Guaranteed Ride Home Program to ensure 
that employees are able to arrive and departsafely access the facility without utilizing customer 
parking in PCMV’s lot, parking in nearby retail lots, or experienceing difficulty accessing work. 
Coordinated each week at staff meetings, managerial staff will offer other colleagues a 
‘Guaranteed Ride Home’ program and will be compensated for their willingness to do so.  
 
The remaining 14 parking spaces will be available for adult use customers.  
 
Parking and Facility Capacity: The average customer/patient visit takes no longer than 15 
minutes within a marijuana facility between entry to departure, with the vast majority of 
customers taking significantly less time. As such, PCMV will utilize parking capacity as means 
through which to identify the number of appointments it can accommodate. 
 
Because the average transaction takes no longer than 15 minutes, each of PCMV’s non-employee 
parking spaces can accommodate four customers per hour and these allotted spaces will actually 
provide parking for 56  52 (13 x 4) customers per hour.  PCMV’s internal facility is able to 
accommodate this facility load.  
 
 

III. Arriving at the Facility 
 
For at least the first three (3) months of operation, the first summerpeak season, and as long is 
deemed necessary by PCMV and Town officials and/or other parties designated by the MV 
Commission (the “Designated Offical(s)”), PCMV will employ two parking lot attendants, - one 
at the entrance and the other centrally located in the parking area. - to allow for the safe and 
efficient flow of customers/patients in and out of the parking lot.  
 
The parking lot attendants will be equipped with tablets that show a list of scheduled 
appointments by name and time and offers the ability to book an appointment if availability 
exists.  
 



If a Customer/Patient Has an Appointment: The customer/patient will provide their name and the 
parking lot attendant will confirm their arrival. The parking lot attendants will direct 
customers/patients to available parking spaces to eliminate backups occurring in and out of the 
lot and assist in ensuring that customers/patients safely traverse the parking lot when walking in 
and out of the facility. 
 
If a Customer/Patient Does Not Have an Appointment: Should a customer/patient arrive at 
PCMV’s facility without an appointment, either on foot or by vehicle, they will be granted 
access if an appointment time is available.   
 
If an appointment is available, the parking lot attendant will register the appointment quickly for 
the customer. The parking lot attendant will direct customers/patients to available parking spaces 
to eliminate backups occurring in and out of the lot and assist in ensuring that customers/patients 
safely traverse the parking lot when walking in and out of the facility. 
 
If an appointment is not available at that time, they will be directed to PCMV’s website or phone 
number to schedule an appointment. The Parking Lot Attendants will direct them to the 
Turnaround in order to exit the area. 
 

IV. Future Modifications to Appointment- Only Practices 
 
ShouldEach time PCMV seeks to increase the number of appointments accepted within its 
facility to allow for an additional customer per 15-minute increment, it shall request same in 
writing from the Designated Official(s) and provide notice of the request to abutters within 300 
yards of the facility at least 21 days prior to the proposed increase.  The Designated Official(s) 
must determine whether to approve or deny the request in writing within 14 days following the 
request. may do so by obtaining written approval from the West Tisbury Police Department.  
Should the West Tisbury Police Department Designated Officials(s) decline PCMV’s request, 
itPCMV may appeal the decision to the Martha’s VineyardMV Commission. Should the 
Designated Official(s) approve the request, abutters mayseek to appeal the approval of the 
request, they may do so by appealing the decision to the Martha’s VineyardMV Commission. 
 
The MV Commission will reserve the right to decrease the number of appointments per 15-
minute increments during its appointment-only operation upon appropriate evidence of the need 
for same or provide for seasonal schedules as to the number of allowable appointments.   
 
Should PCMV seek to remove appointment- only operations altogether, it must provide notice of 
its intention to abutters within 300 yards of the facility at least 21 days prior to the proposed 
increase and first obtain the approval of the MVartha’s Vineyard Commission.  
 
In the event that the MV Commission allows for the removal of appointment-only operations 
altogether, it reserves the right to re-implement appointment-only operations upon appropriate 
evidence of the need for same. 


