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Your Rights and Responsibilities as a Consumer of
Access Family Services

It is Access Family Services’ goal to
provide the highest quality care.

In order to meet this expectation,
it is important that you are aware
of your rights and responsibilities
and where to go if you need help.
This handbook is given to all
consumers and staff who work
with you to provide care within our
organization.

This handbook is an introduction
to rights and responsibilities and is
not a resource guide for services.
Should you need additional
assistance, you will find helpful
phone numbers and resources as
part of this handbook.

As a consumer of Access Family
Services, you have a right to receive
service information, including your
rights and responsibilities. You are
encouraged to make suggestions
about rights, services, and policies.

CHARLOTTE
2633 West Boulevard
Charlotte, NC 28208

Mailings: PO Box 19649
Charlotte, NC 28219-9649

704 521 4977 phone
704 521 8541 fax

ASHEVILLE
1100 Ridgefield Boulevard
Asheville, NC 28806

828 670 7723 phone
828 670 7727 fax

WILMINGTON
4000 Shipyard Boulevard
Wilmington, NC 28401

910 392 4881 phone
910 392 9559 fax



Definitions

What is a right?
Something you can do by law.

What is a rule?
Something set up by a program or the State so things will run
smoothly.

What is a responsibility?
Something you agree to do to the best of your ability.

The Services We Provide

Targeted Case Management - A time limited service that
involves the facilitation of the Person Centered Planning

process to include family, friends and providers; completion of

a comprehensive and culturally appropriate case management
assessment to address the consumer’s needs, strengths,
resources, and preferences; monitoring and evaluating the
effectiveness of interventions as evidenced by symptom
reduction and progress towards identified goals in the Person
Centered Plan; coordination and oversight of initial and ongoing
assessment activities; and ensuring linkage to the most clinically
appropriate and effective rehabilitative services to include but
not limited to Community Care of North Carolina, primary care
physicians, Obstetrics and Gynecology.

Day Treatment (Charlotte Location Only) — A structured
treatment service in a licensed facility for children or adolescents
and their families that builds on strengths and addresses
identified needs. Intensive services designed to reduce
symptoms and improve functional skills. Functional skills shall
include, but are not limited to: Functioning in a mainstream
educational setting; maintaining residence with a family or
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community based non-institutional setting (foster home,
therapeutic home, residential treatment, etc.); and maintaining
appropriate role functioning in community settings.

Diagnostic Assessment - an intensive clinical and functional
Face-to-face evaluation of a recipient’s mental health,
developmental disability, or substance abuse condition that
results in the issuance of a Diagnostic/Assessment report with a
recommendation for treatment.

Foster Care and Therapeutic Foster Care - We Access Family
Services, Inc. provide family foster care for children and
adolescents for reasons such as home disruption and temporary
housing needs. AFS provides Therapeutic Foster Care services
for those children and adolescents that need more individual
care, treatment, and a home environment that provides a
treatment setting.

Intensive In Home Services - This is a team approach designed
to address the identified emotional and behavioral needs of
children. IlH is a time-limited intensive family preservation
intervention intended to stabilize the living arrangement,
promote reunification, or prevent the utilization of out-of-home
therapeutic resources (i.e., psychiatric hospital, therapeutic
foster care, residential treatment facility). 1IH is a family

focused service delivered primarily in the family’s home and/or
community.

Outpatient Treatment - Access Family Services, Inc. provides
individual, family and group therapy to children, adolescents
and adults. Providers are Licensed Clinical Social Workers
(LCSWs), and Licensed Professional Counselors (LPCs). Access
Family Services, Inc. currently specializes in treating individuals
with mental health disorders to include trauma related illness,
mood disorders, psychosis, anxiety, depression, and grief and
loss issues. Access Family Services, Inc. employs a strength-
based holistic approach to treatment and believes everyone has
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the capacity for growth and change. Therapy may be provided
at different sites including our offices, school, home and various
community settings.

Medication Monitoring - As part of an interdisciplinary
approach to the treatment of mental illness, many of our
consumers receive medication to address, stabilize and
improve their symptoms. Our psychiatry team provides
ongoing medication monitoring to those consumers receiving
medication.

Treatment interventions include Evidence Based Practice (EBP)

and best practice methods. Such interventions include but are
not limited to: Seeking Safety, Motivational Interviews, Positive
Action, 123 Magic, and more.
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Your Rights

. Your mental health problem, disability or addiction is
only part of who you are. You have the right to choose
goals that will lead to the kind of life you want for
yourself. If AFS is unable to provide the services you
need, we will assist you in finding an agency, program,
doctor, or counselor to provide the treatment or support
that will help you meet your goals regardless of cost or
benefit coverage.

. You have the right to be served in the least restrictive
environment and treated with dignity and respect
without abuse, neglect, financial or other exploitation,
retaliation, and/or humiliation.

. You have the right to develop your own person-centered
plan with the help of persons you choose and to review it
from time-to-time to see how you are doing. You have
the right to make choices about the services and
supports you receive and who provides them.

. You have the right to receive services that give you the
most freedom possible to be an independent person and
to have the life you want. For minors under age 18, a
parent or a legal guardian may make treatment and
service decisions for you or with you.

. You have the right to receive information about
Access Family Services and the services we provide,
including information about your rights and
responsibilities, and how to make a complaint or make an

appeal.

. You have the right and responsibility to understand your
challenges, illness, addiction, and/or developmental
disability.
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. Taking medicine may be part of your person- centered
plan. You have the right to understand how the medicine
may help you, as well as any side effects and/or risks.

. You have the right to take the lowest effective dose of
medication that is effective.

. You have the right to refuse recommended or prescribed
medicine, and the right to request to change your
medicine (with the understanding that prescribed
medication is a part of treatment). Your doctor or nurse
(or designee) is responsible for explaining the risk and/or
harm to you if you refuse to take the medicine suggested.

. You have right to receive medicine for its intended
purpose only (medicine should never be used as a form
of punishment).

. Medicine should never be used as a form of punishment.

Your Responsibilities

Together with our providers it is our responsibility to inform
you about your rights and work to protect your rights. You have
responsibilities as a consumer, too. These are ways you can be a
responsible consumer:

. Share with us the facts about the problems with which
you want help. Bring a list of all other professionals and
service supports providing care for you and tell us
about any other problems for which you are getting
treatment, including medical issues.

. Follow your person-centered plan once you have agreed
toit.
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Keep all appointments or give notice 24 hours before an
appointment if you cannot
come in.

If you receive medicine administration from us, bring
in your medicine bottles and all other medications you
have prescribed from all other doctors (including
over-the-counter medicine, prescriptions and herbal
supplements).

If you have Medicaid or Medicare, bring in your card each
time you come for an appointment.

Let us know about changes in your name, insurance,
address, telephone number, or your financial status.

Pay your bill or let us know about problems you have in
paying.

Treat staff and other consumers with respect and
consideration.

Follow the rules of the program where you receive
services.

Let us know when you have a suggestion, comment or
complaint so we can help you find a solution.

Respect the confidentiality and privacy of other
consumers.

Be involved in developing and reviewing your
person-centered plan.
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You have the Right to Confidentiality

Your right to confidentiality about your treatments

or services is protected by law. Your records and other
information about you will not be shared with other agencies
or persons without your signed permission. You can withdraw
permission at any time. You can ask that only certain parts of
your record be shared. Sometimes the law may require Access
Family Services to share information about you and the services
you receive.

. Information concerning consumers is strictly confidential
and shall only be used in accordance with HIPPA, Privacy,
and Confidentiality guidelines.

. A Consumer Representative or other advocate may
review your record when he/she is asked to work on your
behalf.

. The court may order us to release your records.

. Access Family Services’ attorney may need to see your

record in special legal situations.

. If you go to jail or prison, we may share your files
with prison officials if they believe you need mental
health or substance abuse services or support for
a developmental disability.

. In an emergency, another doctor or nurse or counselor
who is treating youmay see your records.

. If a doctor or psychologist referred you to Access Family
Services, he or shemay see your files.
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. If you seem to be a danger to yourself or to others, or
if AFS believes that you are likely to commit a crime, we
are required by law to tell authorities the required
information.

. Special confidentiality rules may apply if you have a legal
guardian, are under age 18, and/or are receiving
treatment for drugs and/or alcohol.

. When a child is receiving services and his/her parents
are divorced, both birth parents may have access to their
child’s record unless their parental rights have been taken
away by court order.

. Access Family Services staff members are required by
law to report suspected abuse, or neglect,humiliation,
and exploitation of children, adolescents and/or adults.

. If you feel that your right to confidentiality has been
violated, you have the right to make a verbal or written
complaint to our Quality Assurance Director at
704 521 4977.You have the right to ask someone you
trust to help you make a complaint.

If your request for services is approved, then the service you
requested will begin, continue or not change until it is time for
another review of your services.

If your request for services is denied, you will receive a letter

explaining how to appeal this decision locally or at the state level
(Medicaid services only).
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You have the Right to Make a Complaint

If you are dissatisfied with a service or feel you have not been
treated fairly, you have the right to make a complaint at any time.
You may ask anyone you choose to help you make a complaint.

Try to talk about your problem first with the staff where you
receive services and give them a chance to help solve the
problem. If you are not satisfied, contact our organization’s
Quality Assurance Director. In addition, suggestion boxes are
located in the lobby area of each region and are checked for
concerns at least weekly.

At any time, if you are not satisfied with the answers you are
receiving for your complaint, you can call the Access Family
Services Quality Assurance Director (704- 521-4977).The
Representative will listen to your complaint and decide if it is an
“urgent” complaint. If it is urgent, the Quality Assurance Director
or our Executive Leadership Team will investigate and try to solve
the problem within 72 hours. If it is “non-urgent” our Quality
Assurance Director will try to solve your complaint within 20
calendar days. If your complaint is still not solved to your
satisfaction, you may ask the Quality Assurance Director to
present your complaint to the Access Family Services Client
Rights Committee, or our Chief Operating Officer or Chief
Executive Officer.

Our staff is committed to responding as quickly as possible to
your questions, concerns, or complaints. Every effort will be
made to get the answers you need as quickly as possible.

You may also contact the N.C. Division of Mental Health,
Developmental Disabilities and Substance Abuse Services at
919 715 3197 if you feel that your rights have been violated.
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You Have the Right to Appeal Decisions

Any decisions made by Access Family Services, Inc. about the
care you receive can be appealed. If you do not agree with a
recommendation about what services you will or will not receive
or about changes in your services, you may ask for a Utilization
Management Review of the recommendation.

If you are already receiving services, those services will continue
until a review is completed and any appeal is settled. Access
Family Services’ staff will assist you with the process for filing an
appeal with Value Options or your local LME as needed.

You Have the Right to Refuse Treatment

Before you agree to your person-centered plan and sign it, you
will be told of the benefits or risks involved in the services you
will receive. You have the right to consent to your plan and you
also have the right at any time to refuse the services.

The risks or harm of refusing treatment or services will be
explained to you. The only time you can be treated without your
consent is in an emergency situation. Some examples would

be if you are thought to be a danger to yourself or others, when
treatment has been court-ordered, or if you are a minor and your
parents have given permission.

You Have the Right to Request Your Own
Records

If you wish to see your record, you have the right to do so
except in some situations described in law and according to

agency procedures. You have the right to have those situations
explained to you.
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You Have the Right to Privacy

You have the right to be free from any search of your person or
property without just cause. Some programs of Access Family
Services havespecial procedures about Search and Seizure which
will be explained to you before you receive services. Access
Family Services will not search adult consumers.

You have the Right to Know the Cost of
Services

Fees for your services will be discussed with you at your
first visit as needed. If this does not occur, please let our
staff know.

You may ask for a listing of charges for services.

If you are responsible for paying the fees and do not have
insurance, you may appeal the fee set for services by
completing a request to lower the fees.

You have the Right to Make Advance
Instructions

In North Carolina, Advance Instruction for Mental Health
Treatment is a legal document that tells doctors and health care
providers what mental health services or treatment you would
want and what services or treatment you would not want if you
later become unable to decide for yourself.

You can name a person to make health care decisions for you
if you are not able to make them yourself. This must be done
legally as part of a Health Care Power of Attorney. Your case
manager, case coordinator, therapist, nurse, doctor or Access
Family Services Quality Assurance Director can tell you more. A
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consumer advocate may help you file the papers for advanced
instructions. In the event such documents are created the
documents shall become a part of your Person Centered Plan.

. To have a clear understanding of your rights and to be
communicated to in a manner that is meaningful to you.

. To have opportunities to mature physically, emotionally,
intellectually, socially, and vocationally.

. To have structure and supervision that respects your
rights and responsibilities.

. To have treatment in the least restrictive and most
appropriate environment.

. To make and receive telephone calls when in Level Il
therapeutic care or in residential treatment. Long
distance calls will be at your ownexpense or made collect.

. To have visitors with staff or family supervision, when it
does not cause problems with treatment or school.

. To receive special education and job related training
according to state and federal law in the least restrictive
environment.

. To be outside daily and participate in play, recreation,
and physical exercise according to your needs when in
Level Il therapeutic care or in residential treatment.

. To keep and use your own clothing and belongings
with supervision except as forbidden by law (AFS staff will
help you make a list of clothing and belongings to
prevent loss as needed).

. To participate in worship that you choose.
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To have access to a place to store your own belongings.

To have access to and spend a reasonable amount of your
own money.

To keep a driver’s license unless prohibited by law.
To have the right to dignity, privacy, and human care in

the provision of personal health, hygiene and basic
grooming care.

Use of Restrictive Interventions

Access Family Services utilizes special curriculum called
the North Carolina Interventions “NCI” curriculum. Staff
use NCl interventions in an emergency if you become a
danger to yourself or others or to property. You have the
right to refuse a planned intervention if it is suggested as
part of your person-centered plan. Parents and guardians
may approve these planned interventions.

To protect you, there are very strict rules for staff about
using NCl interventions. Only trained staff may use
restraints (holding). Punishment is never allowed. Staff
must protect you from harm while you are in our
programs and must report any form of abuse, neglect,
humiliation or exploitation.

A number of safeguards must be in place if these
interventions are used and you or your parent/guardian
have a right to request that someone you name will be
told if an intervention is used. If you are a minor and
admitted yourself, your parent or guardian has the

right to talk with your program staff and know when you
are discharged. Access Family Services’ staff will not
restrain adult consumers.
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. Some emergencies may require police help or that a legal
process be started to admit someone to a hospital
against their will.

. Staff may never use these NCl techniques for reasons
other than the intended purpose to include danger to
self, others, and/or sever property damage

You have the Right to Get Information
about your Rights and Responsibilities
and to know the rules of your program

When you start a service or program with Access Family Services,
you have the right to learn about the rules you are expected to
follow and what the consequences for not following the rules.
You should expect us to provide you with a copy of the rules and
consumer rights before you begin receiving services.

If you do not receive a copy of the rules and rights or if you
believe your program is not following its own rules and rights,
contact the human rights or complaints person in your program
or the Access Family Services' Quality Assurance Director at

704 521 4977.

If you do not follow your program rules, you may be asked to
leave our treatment programs or may be suspended or expelled.
You and your team may meet to decide if you need a different
kind of service if your condition meets “medical necessity for that
service”.

You have the right to appeal that decision.
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Your Rights in 24-Hour Facilities & in Our
Foster Homes

When you receive care in a 24-hour facility or one of our foster
homes, you typically have more rights than what are outlined in
this booklet. You must be told about these rights within 72 hours
after going into the facility.

Upon initiation of foster care, designated staff members or

your foster parent may search you and your things to prevent
dangerous objects or illegal drugs from being brought into the
home, to prevent harm to self and/or others. The home itself
may be searched if staff or foster parents believe these items are
present. Access Family Services will not search adult consumers.

. To contact and consult with your parent or guardian or
the agency or person that has legal custody of you.

. To contact and consult with, at your expense or that
of the person legally responsible for you, lawyers, private
doctors and private mental health, developmental
disabilities and substance abuse professionals that you or
your legally responsible person chooses.

. To contact and talk with the Access Family Services'’
Quality Assurance Director or other advocates.

. To send and receive mail and have writing materials,
stamps, and help from staff when necessary.

. Rights may be restricted in some circumstances by
your doctor or therapist. There is a special procedure for

this restriction.

. To receive proper adult supervision and guidance.
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State Advocates

Disability Rights North Carolina is an independent,
private, nonprofit organization designated by the
Governor to ensure the rights of all state citizens with
disabilities through individual advocacy and system
change.

919 856 2195

877 2354210

800 268 5535 TTD (Deaf & Hard of Hearing)
www.disabilityrightsnc.org

Mental Health Association of North Carolina is an
organization that advocates to promote mental health,
prevent mental disorders and eliminate discrimination
against people with mental disorders.

919981 0740

http://www.mha-nc.org

NC Mental Health Consumers Organization, Inc. is a
nonprofit organization made up of mental health
consumers who provide support and advocacy for other
mental health consumers.

800 326 3842

http://www.ncmhco.org

The ARC of North Carolina is a non-profit organization
advocating for rights of persons with developmental
disabilities.

800 662 8706

http://www.arcnc.org

National Alliance on Mental lliness - North Carolina
(NAMI) is a nonprofit, nongovernmental organization
made up of mental health consumers and their families.
800 451 9682

www.naminc.org
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An advocate is someone who is not directly involved with your
treatment orservice but who has the knowledge and ability to
speak with you about your rights. The advocates listed provide
their advocacy services free and most phone calls are free. In
most cases the hours are from 8:00 am to 5:00 pm, Monday
through Friday.
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ACCESS

FAMILY SERVICES, INC.

CLIENT RIGHTS ACKNOWLEDGEMENT

This form is to be signed by the appropriate individuals and
made a part of the consumer’s records. By signing below,
you acknowledge that your Client Rights Handbook has been
reviewed with you and you understand the content within.
As a consumer and/or legal guardian | am aware and fully
understand my client rights.

Parent/Legal Guardian Signature Date
Consumer Signature Date
Guardian Signature Date

Witness Signature Date
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