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Clients’ Rights and Responsibilities Statement

Clients have the right to:

· Be treated with dignity and respect.

· Fair treatment; regardless of their race, religion, gender, ethnicity, age, disability, or source of payment.

· Have their treatment and information kept private.  Only where permitted by law, may records be released without permission.

· Easily access timely care.

· Know about their treatment choices.  This is regardless of cost or coverage by the client’s benefit plan.  Have decisions made without regard to financial incentives.

· Share in developing their plan of care.

· Information in a language they can understand.

· A clear explanation of their condition and treatment options.

· Information about Families, Inc., its counselors, services, and role in the treatment process.

· Information about clinical guidelines used in providing and managing their care. 

· Ask their provider about their work history and training.

· Give input on the Clients’ Rights and Responsibilities policy.

· Know about advocacy and community groups and prevention services. 

· Freely file a complaint or appeal and learn how to do so.

· Know of their rights and responsibilities in the treatment process.

· Receive services that will not jeopardize their employment.

· Request certain preferences in a provider.

Clients have the responsibility to:

· Treat those giving them care with dignity and respect.

· Give providers the information they need so they can deliver the best possible care.

· Ask questions about their care.

· Follow the treatment plan that is agreed upon by the client and provider.

· Keep their appointments.  Clients should call as soon as they know they need to change or cancel.

· Let the provider know when the treatment isn’t working for them.

· Let the provider know of any problems with paying fees if applicable.

· Report abuse or fraud.

· Openly report concerns about the quality of care they receive.

Rights Restrictions

Restrictions of client’s rights may not be used as punishment, for the convenience of staff, or as a substitute for a non-aversive program.  Staff may not use corporal or verbal or physical abuse towards a client.  Restrictions can be used only for reducing or eliminating the maladaptive behaviors identified in the client’s restriction plan that is part of their Service Plan.  All rights that are restricted will be documented in the Service Plan with justification.  If rights are restricted there will be documentation in the Service Plan of a plan to restore rights or why such a plan is not necessary.  Training will be provided to reduce or eliminate restrictions.

Restraint

Families, Inc. staff is not required to complete formal restraint training. Staff can act as guides and role models for parents when restraint is deemed necessary. De-escalation may be used. Calling the police or 911 will be used if necessary. 

Confidentiality
Families, Inc. staff will:

1. Respect clients’ right to privacy and will not solicit private information from clients unless it is essential to providing services or conducting social work evaluation or research. Once private information is shared, standards of confidentiality apply. 

2. Will only disclose confidential information when appropriate with valid consent from a client or a person legally authorized to consent on behalf of a client to another individual/agency authorized by the client.

3. Will not discuss confidential information in any setting unless privacy can be ensured. Confidential information in public or semipublic areas such as hallways, waiting rooms, elevators, etc. will be restricted. 

4. Will take precautions to ensure and maintain the confidentiality of information transmitted to other parties through the use of computers, electronic mail, facsimile machines, telephones, and telephone answering machines and other electronic or computer technology. Disclosure of identifying information will be avoided whenever possible. 

5. Understand that all exchange of information created as a result of the Families, Inc. team process shall remain confidential and may not be released to any other source than those identified on the Release of Information. 

Release of Information Forms

The Consent to Obtain and Release Information form will be used whenever information about a client needs to be released or exchanged with any other person. Families, Inc. staff will be provided training on the use of the form during their initial training. The form will authorize the sharing of information orally or in writing, and will be signed and dated by the client or guardian. A Specific Authorization for Release must be authorized for information concerning mental health evaluation/treatment, substance abuse, AIDS/HIV-related information, and psychological testing. If emergency consent is needed the client or guardian will give a verbal consent, followed by the written form. Families, Inc. will keep the signed authorizations in the client file. A copy will be sent to the individual or agency providing or sharing information. Families, Inc. staff will ask for a signed copy of a release if another individual or agency has had the client sign a form, prior to exchanging information about the client. This also will be put in the client file. The consent to release information will expire upon termination of services, or on a date specified by the authorizing party.  

Providing services in the community

If during the course of employment, Families Inc. staff are anywhere in the community, the provider’s home, school, etc. they will not identify the child/adult with them as a client. Staff will maintain the client’s confidentiality at all times. 

Abuse reporting and confidentiality

There are times when staff would prefer to maintain confidences but cannot do so legally or ethically. Examples include instances when individuals being seen indicate an intention to harm themselves or someone else and when they have been abused. In these cases, unfortunately, breaking confidentiality may interfere with the trust between staff and the client and make it difficult to help. However, this concern is outweighed by the responsibility to prevent dangerous physical harm. Families, Inc. staff are mandatory reporters of child and dependent adult abuse and must report suspected abuse. 

Behavior Intervention Plans

Behavior Intervention Plans will be developed when necessary for clients that Families, Inc. serves. Prior to development of a behavioral plan, we will have documentation of previous attempts/strategies to redirect the targeted behavior. The BIP will be designed and implemented specific to each client. The plan will be imposed only after a written behavioral intervention plan is developed and approved by all parties (client, parent or guardian, case manager, counselor, etc.) who will sign and date that they have read and approved the plan. The plan will be time limited and reviewed at least quarterly. 

The client and guardian will be informed of the possibility of developing a BIP at intake.  Initial information about BIP’s will be in the client handbook that they receive at the initiation of services.  The client or guardian will sign a form indicating that they understand the process for BIP implementation. If changes occur they will be given copies.  

Behavioral interventions may be used only for reducing or eliminating the maladaptive behaviors identified in the behavioral intervention plan. Behavioral interventions will not be used as punishment, for the convenience of staff or as a substitute for a nonaversive program. Corporal punishment and verbal or physical abuse are prohibited. 

Each behavioral plan will include:

1. Targeted behavior to be reduced or eliminated.

2. Baseline measurement of the targeted behavior taken before the development of the plan.

3. Reasonable intervention steps in response to the targeted behavior. 

4. Intervention steps that will lead to positive alternative behavior. 

5. Reinforcements of positive behaviors.

6. Persons responsible for implementation of the plan.

7. Documented initial approval and quarterly reevaluation of the progress and effectiveness of the intervention steps by the Interdisciplinary Team. 

Client Grievance Procedure

Informal Process

A spirit of cooperative interaction between Families, Inc. and each client is essential to ensure delivery of quality services. It is recognized that from time to time clients have questions or problems regarding the services they are receiving. To foster an atmosphere of openness and mutual understanding, clients are encouraged to express concerns and seek resolution of problems in an informal manner with the provider’s supervisor or the Executive Director. If after such a discussion, the client feels an issue remains unresolved or a question unanswered, the client may initiate a formal grievance. 
Formal Process

A formal grievance will be in written form and will initially be brought to the attention of the Executive Director. The Executive Director will meet with the client and/or guardian within 5 working days of receiving the written complaint or concern to seek resolution. If however, after such communication, a client feels that the grievance remains unresolved, the client may request resolution by the Board of Directors. A copy of the written grievance will be sent to the Board President, with a copy to the Executive Director. 

An unresolved grievance brought to the Board will be reviewed by the Executive Committee of the Board within 14 days of receipt, and they will set a time to meet with the client and the Executive Director to address the problem. Matters will be resolved within 30 days of receipt of the grievance. The Executive Committee of the Board will direct the collection of supporting information. 

The Board of Directors will present a written copy of its resolution to both the client and the Executive Director. It is the responsibility of the Executive Director to monitor the implementation of the resolution. 

Upon intake of a service case, the clients will be informed of their right to file a grievance. They will be reminded of this right if necessary if a situation should occur. 
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· Behavioral Health Intervention Services- Available in home to children on Title 19/ Medicaid. An assessment to determine diagnosis is completed by one of our licensed professionals. An approved plan guides individual, crisis, and family skill development services. The child and family learn and practice necessary skills to manage the child’s diagnosis. 

· Child Mental Health Waiver Services- CMH Waiver Services include in-home family therapy and respite for families of children with mental health diagnoses with the goal of keeping the child safely in the home. Must be referred by a case manager. 

· Tracking- Must be referred by Juvenile Court for children on probation in need of compliance checks, monitoring community service, restitution and curfew, as well as giving them the tools necessary to avoid re-offense, relapse and out-of-home placement in the 7th Judicial District. 

· Functional Family Therapy- A 7th Judicial District Juvenile Court Officer must refer juveniles assessed to be in need of FFT by a Juvenile Court Officer or Juvenile Court School Liaison.  FFT is a blueprint therapeutic intervention with proven outcomes. 

· Outpatient Therapy Program- Offers therapy services to individuals, couples and families in order to limit and/or reverse the course of mental health problems with a goal of renewed capacity to function more effectively in work, relationships and family life. Therapy is provided by licensed Mental Health Counselors in our West Branch and Manchester offices.

· School Based Therapy- Provides individual therapy to children in approved schools by a licensed mental health provider.

· Crisis Counseling & Intervention Services- Services are provided in Buchanan, Delaware, and Fayette counties to children & families.  Assessment, counseling & crisis intervention is provided. Supported by Building Directions for Families.

· Aggression Replacement Therapy- Juvenile accountability & aggression replacement training groups are held in Buchanan, Delaware, and Fayette counties.  Referrals may come from schools, DHS, parents, or Juvenile Court.  Supported by Building Directions for Families.

· Intellectual Disability Waiver- Provides respite services for children and adults who qualify. Referred by a case manager.

· Nurturing Parenting Program- Provides families with parenting sessions using a 10 week evidenced based parenting curriculum.  Currently supported by Building Directions for Families in Delaware County and Johnson County Decat. 

· School Based Mental Health Services- Provides screening, assessment, information and referral, skill building, counseling, crisis intervention and service coordination to youth in Buchanan, Delaware and Fayette county schools.  Supported by Building Directions for Families.  

· Other programming- Family Treatment Court in Johnson County, Johnson County Visitation Program, and Adoption home studies.
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Client Name






I received the client handbook.  I read and understand the information presented.

Printed Name:






Relationship:




Signature:






Date:






Client or person responsible for minor child

For handbook revised:  June 2019
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