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MENTAL HEALTH ASSOCIATION OF FREDERICK COUNTY

CONSUMER RIGHTS POLICY

PURPOSE
To ensure that the rights of all people who receive services from MHA are protected and their confidentiality ensured.

SCOPE
Applies to all persons who receive services from MHA, including services which are:

· Free and paid;

· Provided by paid staff and volunteers;

· Provided individually and in a group of two or more people;

· Provided at MHA and in community settings; and

· Provided in person, on the phone and in writing.

POLICY
All persons calling in to and receiving services from MHA have the right to:

· Be treated in a courteous, fair and respectful manner by MHA staff, volunteers and other representatives;

· Be heard and responded to in a non-judgmental manner;

· Be provided with appropriate answers to questions and be given appropriate referrals, when necessary;

· Receive a thorough evaluation and clear communication concerning treatment options, if applicable;

· Have all personal information treated confidentially, unless they are determined by MHA staff to be in imminent danger of causing injury to self or others or there is reason to suspect child abuse or neglect;

· Avail themselves of all services of the Mental Health Association, without discrimination on the basis of race, creed, color, age, gender, nationality, family status, veteran’s status, disability, sexual preference, economic situation, religion or political affiliation;  

· Read their own records, in the presence of an MHA staff member, in accordance with the Health Insurance Privacy and Portability Act (HIPPA). If requested, MHA will supply photocopies of the records, for which the client will be charged;

· Receive clear communication concerning payment options, if applicable, and consequences of failure to pay the client portion; and

· File a grievance if dissatisfied with any aspect of the service received.

GRIEVANCE
Grievances may be filed by consumers as follows:

· Submit grievance in writing to appropriate Program Director;

· If grievance has not been resolved to consumer’s satisfaction within five working days, submit grievance in writing to CEO of MHA;

· If grievance has not been resolved to consumer’s satisfaction with five working days, submit grievance in writing to the MHA Board President;

· If grievance has not been resolved to consumer’s satisfaction within fifteen working days, submit grievance in writing to appropriate funding agency, as  indicated by the CEO, e.g., the Mental Health Management Agency, Frederick County Office for Children and Families, Maryland Family Network, etc.

EFFECTIVE DATE
Consumer Rights Policy approved by the Board of Directors of the Mental Health Association on March 22, 2011.
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