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YOUR RIGHTS AS A CLIENT OF MHS

It is the practice of Mental Health Services for Homeless Persons, Inc. (MHS), to nurture and protect the dignity and respect of all persons served.

Response time to any individual seeking services is dependent upon your presenting problem.  In a crisis or emergency situation, you must be verbally advised of at least the immediately pertinent rights, such as the right to consent or refuse the treatment being offered and the consequences of that agreement or refusal.  A written copy and a full explanation of the Client Rights, Complaint and Grievance Policy must be given to you as soon as the crisis or emergency situation has been resolved.  Services will be available to clients wherever is most comfortable and accessible to you.

Accessible facilities are available to all handicapped persons at our offices at 1736 Superior Avenue, Cleveland, Ohio  44114.

Please Note: The following rights that are in BOLD print are applicable to both mental health and non-mental health MHS clients. 

Your rights as a client include, but are not limited, to:

1. The right to be treated with consideration and respect for personal dignity, autonomy, and privacy. Implicit in this right is freedom from abuse and neglect, financial and other exploitation, and humiliation.

2. The right to service in a humane setting that is the least restrictive feasible as defined in the treatment plan.

3. The right to be informed of your own condition, of proposed or current services, treatment, or therapies, and of the alternatives.

4. The right to consent or refuse any service, treatment, or therapy upon full explanation of the expected consequences of such consent or refusal.  A parent or legal guardian may consent to or refuse any service, treatment, or therapy on behalf of a minor client.

5. The right to a current, written, individualized service plan (ISP), or treatment plan, that addresses your own mental health, physical health, social and economic needs, and that specifies the provision of appropriate and adequate services, as available, whether directly or by referral.

6. The right to active and informed participation in the establishment, periodic review, and reassessment of the service plan.

7. The right to freedom from unnecessary medication.

8. The right to freedom from unnecessary restraint or seclusion.

9. The right to participate in any appropriate and available agency service, regardless of refusal of one or more other services, treatments, or therapies, or regardless of relapse from earlier treatment in that or another service, unless there is a valid and specific necessity that precludes and/or requires your participation in other services.  This necessity shall be explained to you and written in your current treatment plan.

10. The right to be informed of and refuse any unusual or hazardous treatment procedures.

11. The right to be advised of and refuse observation by techniques such as one-way mirrors, tape recorders, televisions, movies, and photographs.

12. The right to have the opportunity to consult with independent treatment specialists or legal counsel, at your own expense.

13. The right to confidentiality of communications and of all personally identifying information within the limitations and requirements for disclosure of various funding and certifying sources, State or Federal statutes, unless release of information is specifically authorized by you, the client, or the parent or legal guardian of a minor client or Court-appointed guardian of the person of an adult client in accordance with Rule 5122:2-3-11 of the Administrative Code.

14. The right to have access to your own psychiatric, medical, or other treatment records, unless access to particular identified items of information is specifically restricted for clear treatment  reasons in your treatment plan.  “Clear treatment reasons” shall be understood to mean only severe emotional damage to the client such that dangerous or self-injurious behavior is an eminent risk.  The person restricting the information shall 
explain to you and other persons whom you authorize the factual information about you that necessitates the restriction.  The restriction must be renewed at least annually to retain validity.  Any person you authorize has unrestricted access to all information.  You shall be informed in writing of agency policy and procedures for viewing or obtaining copies of personal records.
15. The right to be informed in advance of the reason(s) for discontinuance of service provision and to be involved in planning for the consequences of that event.

16. The right to receive an explanation for denial of service.

17. The right not to be discriminated against in the provision of service on the basis of religion, race, color, creed, sex, national origin, age, lifestyle, physical or mental handicap, developmental disability, or inability to pay.

18. The right to know the cost of services. 

19. The right to be fully informed of all rights.

20. The right to exercise any and all rights without reprisal in any form, including continued and uncompromised access to service.

21. The right to file a grievance.

22.  
The right to have oral and written instructions for filing a grievance.

THESE ARE YOUR RIGHTS

WE WOULD LIKE YOU TO UNDERSTAND THEM

In addition to these 22 rights, all clients have the freedom to express their choices regarding their service delivery team and their involvement in research projects. (See Research Policy/Procedures for additional information regarding research guidelines and ethics when persons served are involved.)

Special treatment interventions (such as seclusion and restraint) are not utilized at MHS.  Restriction of a client’s rights is only possible in circumstances where a client has demonstrated that they are a danger to themselves or others, or have repeatedly breached program rules.  In these circumstances, a contract or addendum to the treatment plan must indicate the right restricted, the time period of the restriction and under what circumstances the restriction will cease.

All clients have access to information pertaining to self-help and advocacy support services. This information is posted at all agency locations and copies are available to clients in all lobbies/reception areas.

You also have rights pertaining to your Protected Health Information (PHI) as follows: 

· The right to access your records

· To request restrictions or uses or disclosures of your PHI

· To request that communications related to PHI be confidential

· To request amendment of your records

· To receive accounting of disclosures of your PHI

Please read this booklet and know your rights.

The Client Rights Officer is available to talk with you about your rights and can offer you additional information and resources to help you better understand your rights.

If you . . . 
· Have gone through the Civil Commitment process and have been ordered into outpatient or inpatient treatment by probate court,

· Are voluntarily or involuntarily hospitalized in a State-operated or private psychiatric hospital,

· Have been found Not Guilty by Reason of Insanity (NGRI) by a court of law, or if you

· Have been found incompetent to stand trial in a court of law…

. . . you have additional rights and there is additional information available to you.

You may contact:

· The Client Rights Officer at the Cuyahoga County Community Mental Health Board

· The Client Advocate or Patient Advocate at the hospital

· The Client Rights Officer at the Ohio Department of Mental Health

· Advocates from the Ohio Legal Rights Service

The contact information for these organizations can be found in the back of this handbook.

MENTAL HEALTH SERVICES

OFFERS THE FOLLOWING SERVICES:

PATH - Projects for Assistance in Transition from Homelessness:

The PATH Program offers aggressive outreach to the streets, shelters, and other places where homeless people live and gather.  PATH outreach workers focus on engaging homeless, severely mentally disabled persons who are resistant to traditional mental health services.  PATH services are provided in the community and at the agency in order to help clients stabilize and transition into the Community Support Program.

Outreach and Payee Program (OPP): 

The Outreach and Payee workers provide necessary services to locate, identify and engage homeless, disabled individuals (physically or developmentally disabled, HIV+, functionally impaired due to substance abuse, elderly) into services necessary to ultimately assist them in obtaining housing.  In addition to support services, clients receive assistance in making application for disability assistance entitlements and receive budgeting and representative payee services from MHS.

The Drop-In Center:

The Drop-in Center's primary objective is to engage homeless, disabled individuals into services that will assist them in the transition from homelessness to permanent housing.  Drop-in Center staff provide services to homeless, mentally or physically disabled individuals who are unserved/ underserved in the community.  The participants of the program must be 18 years or older, homeless and disabled.

Emergency Shelter for Disabled Men (ESDM):

The Emergency Shelter for Disabled Men (ESDM) provides a safe, secure, and sanitary overnight environment for men who are accustomed to sleeping on the streets or in overcrowded or unsanitary conditions.  ESDM serves chronically mentally and physically disabled men and the elderly.  The purpose of serving this population is to ensure that the individual will have access to Mental Health Services’ programs and other programs in the community.

Community Women’s Shelter (CWS):

The Community Women’s Shelter is an emergency shelter for women and women with children who are homeless and have not yet accessed services from other shelter providers in the county. Staff is committed to working with residents to secure the assistance needed to move into housing as quickly as possible. The joint responsibilities of the residents and staff are to maintain an environment that prioritizes the safety of each resident, staff person and the surrounding community. 

Community Support Program (CSP)/Community Psychiatric Supportive Treatment (CPST):

We provide comprehensive Community Support Program Services to severely mentally ill persons who are homeless or who are at risk of becoming homeless.  We offer psychiatric and nursing services to assess mental and physical health problems, assistance in securing temporary and permanent housing, help with applying for benefits, and emergency loans to clients for food and medications.  Community Support Program services is also available to severely mentally ill clients who are involved in the criminal justice system.

Safe Haven I:

Our Safe Haven Program, “Better Tomorrows,” provides housing and supportive services to chronically homeless, severely mentally disabled persons who have previously refused traditional mental health services.  The Safe Haven provides a non-threatening, safe living environment for residents to learn the social and daily living skills necessary to move toward more independent housing.

Safe Haven II:

Safe Haven II is a transitional housing program that was developed for homeless, severely mentally disabled persons with some independent living skills, but still in need of support.  Safe Haven II provides support services and a shared, furnished two-bedroom apartment to residents.

Safe Haven III:

Safe Haven III is a housing program closely modeled after the highly successful Safe Haven I.  Safe Haven III provides housing and support services to homeless, severely mentally disabled individuals who are resistant to traditional treatment.  Residents are provided with support services necessary to assist in the development of daily living skills and psychiatric and medical stabilization. 

Young Adult Program (YAP):

The Young Adult program is a transitional housing program for homeless, young adults ages 18-22 who have been diagnosed with schizophrenia.  The program was created to assist homeless, young adults in the transition from the youth to the adult mental health system.  The program is highly interactive and client centered, helping clients to develop the skills they will need to live independently in the community.

Permanent Housing Programs:

MHS operates several Permanent Housing Programs for homeless, severely mentally disabled individuals.  Located in apartment buildings, these programs provide individuals with on-going support services necessary to maintain their apartments and psychiatric and medical stabilization.

Mobile Crisis Teams:

The Adult and Child Mobile Crisis Teams serve any adult or child in Cuyahoga County who is experiencing a psychiatric crisis.  Teams of professionals provide telephone screening and intervention 24 hours per day, 7 days per week, and will travel to where clients are to offer services.

Children Who Witness Violence (CWWV) Program:

The Children Who Witness Violence Program was established as a response to a community-wide need to address the impact violence has on children and families. Designated police departments refer children witnesses of community and/or domestic violence for assessment, intervention and referral.

Child and Family Focused Services (CFFS) Program:

The Child and Family Focused Services Program serves families of children who have been determined by staff of the Cuyahoga County Department of Children and Family Services (DCFS) to be at moderate to high risk of abuse and/or neglect. The primary purpose of the project is to protect children from serious harm and removal from the family and to strengthen the family’s capacity to recognize and respond to the needs of the child.

Information and Referral Service:

Information and Referral Services are provided by the Mobile Crisis Team and are a comprehensive referral service for those who would like to receive counseling or community support services from any of the CCCMHB-funded agencies. Referral and Information Specialists help callers select the services and providers best suited to their needs, and arrange an intake appointment with the selected provider.

CLIENT RIGHTS, COMPLAINT AND GRIEVANCE POLICY

It is the practice of Mental Health Services for Homeless Persons, Inc. (MHS), to nurture and protect the dignity and respect of all persons served. The Client Rights and Grievance policy provides a means for people receiving services from MHS  to make complaints regarding care, treatment, living conditions, or the exercise of rights and to have those complaints heard and acted upon in a timely manner without retaliation or barriers to services.

A formal review of complaints/grievances will be conducted annually by the Client Rights Officer (CRO) and presented to the MHS Management team.  This review will identify trends and patterns, areas needing performance improvement, recommendations and actions to be taken.

The Client Rights and Grievance policy is readily available to persons served.  All MHS clients are informed of their rights at initiation of service delivery by MHS staff, and then annually for clients served in an MHS program longer than one year.  Clients served are verbally informed about their rights and presented with the Rights and Grievance Policies and Procedures in the form of a Handbook.  Additional copies of this handbook are available to clients at any time.  Clients are also encouraged to contact the MHS Client Rights Officer in the event that additional clarification is needed.   A copy of Rights Handbooks are also made available to any interested party upon request at any time.

MHS utilizes the following three handbooks to provide information to agency clients/residents regarding the rights they are entitled to: 

1. The CWS Residents Rights Handbook:  provided to every resident of the Community Women’s Shelter upon intake.  Use of a separate handbook for CWS residents is in direct response to residents’ concerns about the stigma of association with a provider of mental health services. 

2. Client Rights Handbook:  distributed at intake to all clients of MHS, consumers and non-consumers of mental health services, with the exception of CWS residents.  In situations where a resident is receiving additional  services from MHS, they will be provided a Client Rights Handbook from that program.

3. MHS Residents Rights Handbook:  provided to every resident of a MHS residential facility upon intake to that facility.  Residents receive this handbook in addition to the Client Rights Handbook.

A copy of the Rights and Grievance policy is posted at all agency sites.
FILING A COMPLAINT OR GRIEVANCE

Your Client Rights Officer (CRO) is:

Lorraine Meyer

Office Hours:   9:00 a.m. – 5:00 p.m.

Phone: 216-274-3548

Alternate Client Rights Officer (CRO) is:

Leslie Campbell

Office Hours:   9:30 a.m. – 5:00 p.m.

Phone: 216-274-3315

The responsibilities of the CRO include advocating for your rights, assisting with the filing of your complaint or grievance, if needed, and representing you at agency hearings/meetings about the complaint, at your request.  The CRO will investigate and resolve the alleged infringement of rights  via interviews, documentation reviews, etc.  and resolve the complaint/grievance within 20 working days from the date of filing the complaint/grievance, whenever possible.  The CRO will provide you with a clear, written explanation of the way in which your complaint/grievance was resolved.

· When you talk about your concerns or complaints, all staff including administrative and support staff will inform you that you can file a complaint or grievance with the Client Rights Officer if you wish to do so.

· The Client Rights Officer or any other staff person at Mental Health Services will explain the entire complaint and grievance process to any consumer who voices a concern, from the time the complaint or grievance is filed, until it is resolved.  The consumer will be given reasonable opportunity to talk with an impartial decision-maker.

· You will have the opportunity to file the complaint or grievance within a reasonable period of time.

· If the complaint is against the Client Rights Officer, another person will work with you.

The Client Rights Officer will inform you that you can also file a complaint or grievance with other outside agencies, and will assist you with this filing if necessary.  The names and phone numbers of these external rights protection agents are listed in the back of this Client Rights Handbook. 

WHERE ELSE TO FILE COMPLAINTS & GRIEVANCES

Please Note: The Resources listed below that are in BOLD print apply to both mental health and non-mental health MHS clients. 

To file a grievance against the County public mental health system, you may contact:  

Client Rights Officer

Cuyahoga County Community Mental Health Board

1400 West 25th Street

Cleveland, Ohio  44113

(216) 241-3400

www.cccmhb.org

Client Rights Officer

Ohio Department of Mental Health

30 East Broad Street, Suite 1180

Columbus, Ohio  43266-0414

(614) 466-2596

www.mh.state.oh.us

To file a grievance against a social worker or counselor, contact:  

Counselor and Social Worker Board

77 South High Street, 16th Floor

Columbus, Ohio  43266

(614) 466-0912

www.cswmft.ohio.gov

To file a grievance against a nurse, contact: 

Nursing Education and Nurse Registration Board

77 South High Street, 17th Floor

Columbus, Ohio  43266

(614) 466-3934

www.nursing.ohio.gov
To file a grievance against a psychologist, contact: 

State Board of Psychology

77 South High Street, 17th Floor

Columbus, Ohio 43266

(614) 644-8112

www.ohpsych.org

To file a grievance against psychiatrists or other medical doctors, contact:

Academy of Medicine of Cleveland

6000 Rockside Woods Blvd., Suite 150

Independence, Ohio  44131

(216) 520-1000

www.amcnoma.org

State Medical Board

77 South High Street, 17th Street

Columbus, Ohio  43266

(614) 466-3934

www.med.oh.gov

For specialized legal advice and representation and to file a grievance against State-operated public mental health services:

Ohio Legal Rights Service

8 East Long Street, 8th Floor

Columbus, Ohio  43266-0568

(614) 466-7264

(800) 282-9181  Toll-free, M-F, 9:00 AM - 1:00 PM

www.olrs.ohio.gov

Public Hospitals

Patient Representative

Customer Services

MetroHealth Medical Center

3395 Scranton Road

Cleveland, Ohio  44109

(216) 459-5800

www.metrohealth.org

Client Rights Officer

St. Vincent Charity Hospital Psychiatric Emergency Room

2351 East 22nd Street

Cleveland, Ohio  44115

(216) 861-6200

www.svch.net

Patient Advocate






Client Rights Officer





Northcoast Behavioral Healthcare System



Northcoast Behavioral Healthcare System


North Campus (CPI)





South Campus (WRPH)

1708 Southpoint Drive Cleveland, Ohio  44109



1736 Sagamore Road

(216) 787-0500






Northfield, OH  44067

www.mh.state.oh.us





(216) 467-7131









www.mh.state.oh.us

Other Resources Agencies & Outside Entities :

Legal Aid Society of Cleveland

1223 West 6th Street

Cleveland, Ohio  44113

(216) 687-1900

Governor’s Office of Advocacy

   for People with Disabilities

8 East Long Street, 7th Floor

Columbus, Ohio  4366-0400

(800) 228-5405  Toll-free

www.gcpd.ohio.gov

Office of the Attorney General

30 East Board Street, 17th Floor

Columbus, Ohio  43266

(614) 466-9956

www.ag.state.oh.us

US Department of Health

   and Human Services

Office for Civil Rights, Region V

300 South Wacker Drive

Chicago, Illinois  60606

(312) 886-5078

ADA- Ohio 

(800) 232-6446 – Voice

(800) 232-2321 – TDD

(614) 784-9900 – Local

Ohio Psychiatric Association

1480 West Lane Avenue, Suite F

Columbus, OH 43221-3950

(614) 481-7559

www.hhs.gov/ocr
Citizens of Cuyahoga County

Ombudsman Office

468 West 25th Street

Cleveland, OH 44113

(216) 696-2710

www.cuyahoga.oh.us

Ohio Resources Center for Deafness

199 South Central Avenue

Columbus, OH  43223

(800) 304-3323- Voice and TDD

www.columbuscolony.org

U.S. Equal Employment Opportunity

 Commission Cleveland Office

Skylight Office Tower

1660 West 2nd Street, Suite 850

Cleveland, OH  44113

(216) 522-2001 or (216) 522-2002

www.eeoc.gov

President’s Committee on Employment

   of People with Disabilities

1331 F. Street NW, 3rd Floor

Washington, DC  20004

(202) 376-6200 – voice or (202) 376-6205 – TDD

www.acf.hhs.gov

Office of the Americans with Disabilities Act

U.S. Department of Justice

P.O. Box 66118

Washington, DC  20035-6118

(800) 514-1301 – voice or (800) 514-0383 – TDD

www.usdoj.gov/crt/ada

Ohio Governor’s Council on People with Disabilities

400 East Campus View Blvd.

Columbus, OH  43235

(800) 282-4536 ext. 1391 – voice or TDD

www.gcpd.ohio.gov
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