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WelCOme
Welcome to Pines Behavioral Health, your local
mental health and substance abuse agency that
provides services and supports to assist those to
achieve their full potential in life. This booklet is
meant to help you understand what to expect as
you receive these services and supports as well
as to serve as a question and answer guide. Our
mission is to attain the highest quality of life to those
we serve through our assistance and support.
We will provide clinically appropriate treatment
and prevention using education, coordination of
services, family support, and outreach regardless of emotional, behavioral, developmental
or financial limitations. If you have any questions at anytime, do not hesitate to contact your
clinician or customer services.

History of Pines

Pines has been providing behavioral health services since the mid-60’s. We employ highly
professional, ethical and trained staff to serve persons with multiple needs. Over the years,
Pines has expanded not only the number of staff employed, but also the types and levels
of services available in response to the community. Most recently, we have partnered
with seven other similar agencies in surrounding counties (Barry, Berrien, Calhoun, Cass,
Kalamazoo, St. Joseph, and Van Buren) to share costs, learn from others, and provide
additional choice to you. The oversight of the Medicaid services across this partnership is
managed by Southwest Michigan Behavioral Health.

Our Commitment to You

During your receipt of services from us, we will make sure that your services are provided
based on your needs and personal goals in an environment of confidentiality and privacy.
You will have a say in how and what is provided to while receiving care, in a language
and in a way that is most understandable to you. Your clinician will work with you to use
the persons in your life (family and friends) to assist in this process in combination with
professional services to better assist you in your recovery.

Code of Ethics and Conduct

Pines is committed to providing services according to federal and state laws and regulations,
and in accordance with ethical standards. Staff and contracted providers are required to
adhere to our policy outlining appropriate conduct including anti-fraud and abuse practices,
discrimination, and other behaviors which may place you and Pines at risk or vulnerability.
You may at anytime request a full copy of our code of conduct policy, each discipline’s code
of ethics, and/or our risk management plan.

Recovery

The overall intent of services is to lead you through a process of recovery. “Recovery”
includes having a renewed self-esteem, the ability to see issues you face in life with a new
way of approaching them, being able to live with confidence, and if applicable, the ability
to maintain sobriety. It is not about whether you need to take medications or not or being
“cured”, but rather what you are able to do with your life as a result of better knowing who
you are and what you are capable of. We are honored that you have chosen us to help you
in this process and look forward to celebrating your success.
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General aGenCy OperaTiOns
Pines operates under the direction of several state and federal laws, which govern public
mental health agencies, including the Michigan Mental Health Code. Our operations are
designed to meet the overall community need for mental health and may change according
to changes in law or feedback from the community. When operations change, this booklet
will be updated and/or you will receive a special notice to these changes.

Hours of Operation

We are open Monday through Friday from 8:00 a.m. – 5:00 p.m. On Tuesdays, we are
open until 7:00 p.m. Occasionally, we may be closed for holidays, inclement weather, or
staff training. However, during these closures and outside of business hours, emergency
response services are always available and can be accessed by calling our local
numbers (517-279-8404 and 517-278-2129), or direct dialing 1-888-725-7534. To
access services during business hours, call 517-279-8404 to schedule an appointment, or
walk in at your convenience on Wednesdays for an eligibility screening.

Accommodations for Special Needs

Pines makes several accommodations in order
for people to receive mental health services. Our
buildings and bathrooms are wheelchair accessible,
and doors to both lobby areas have doors that
automatically open. Interpreters and/or translators
are available for those with limited English proficiency.
Michigan Relay is available for persons with hearing
impairments and assistance with reading materials
is available for persons who are not able to read.
Services are provided within a variety of locations
including the office, community settings, or within your home depending on your needs and
preferences. If there is an accommodation that you need that is not listed above, do not
hesitate to let us know.

Appointments

When you are scheduled an appointment, we will try as best as we can to get you in quickly
as well as accommodate the best time of day for you. Often times, someone else may cancel or call to re-schedule so it may be of benefit for you to call back to see if you can get in
quicker as a result. Letting us know ahead of time of any appointments that cannot be kept
allows us to fill the appointment time with someone else who is waiting. If you know you
cannot make an appointment for any reason, please let us know within 24 hours, so
that someone else can occupy your timeslot.
Therapy appointments are generally scheduled for 50 minutes to allow time during the
remaining hour for documenting the outcome of the session. Please arrive on time for these
appointments as the therapist may not be able to see you if you are too late or you may
receive less time than normally scheduled.

Payment for Services

Pines accepts most insurances including Medicaid. Most out of pocket costs are
determined by an ability to pay system as specified by state law. For persons without
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insurance coverage, an ability to pay assessment will be provided to determine what if any
costs will need to be paid out of pocket. Because we need to make sure state and federal
money is spent appropriately and accurately, it is necessary to verify your insurance at each
visit. Please let us know as soon as possible if your insurance, income, or address
changes. It is important to let you know that if you are able to use another resource for
service payment and you refuse to do so, you may be charged the full fee for services.
Rates for services are available upon request.

Safety

Pines is committed to providing its consumers and staff a safe environment. We will
not tolerate threats, threatening behavior, or acts of violence against employees, consumers,
visitors, or other individuals by anyone on our property. This includes physical attacks,
verbal or physical threats, destruction of property, sexual assaults, intimidation, or
abusive language. Weapons and other means that could be used as a weapon are
not allowed.
To promote a healthy and safe environment, we ask that you not bring alcohol or illegal drugs
onto the premises, or smoke/use tobacco within the building. Prescription drugs brought
onto the premises must be your own, and must not be sold or given to other persons.
Designated smoke areas are available outside of the building for your convenience. You may
be required to reschedule your appointment if you arrive intoxicated and unable to participate
in treatment. As services are designed to assist you in achieving your stated outcome, it is
important that you are in a position to understand and participate to the fullest extent possible
– something that may not be possible to do while intoxicated.
The failure to abide by our safety policies as outlined above, thus potentially placing you or
others at risk, may result in removal from the building, police officials being noticed, and/or
the possibility that services cannot be provided at Pines.
We have a safety committee, which meets regularly to discuss issues of safety. Safety
inspections are conducted internally as well as by certified professionals. Lighting fixtures
that illuminate during a power failure can be found along the hallways and lighted exit signs
can be found above the door. Clinical areas are secured in the event of a hostile environment
involving a weapon, and to safeguard your privacy. Fire extinguishers are prominently
displayed in each area and the lobbies and reception areas are equipped with medical and
first aid supply kits and instructions for their use. While you are receiving services, you may
encounter a “safety drill”. These drills prepare staff for responding to real safety emergencies
and include situations such as fire, tornado, chemical spills, bomb threat, responding to
weapons and medical emergencies. Please do not see these events as disruptions to your
service, but rather our way in ensuring that your safety is always protected.
Posted along the hallways are emergency evacuation routes. Below is a list of our general
procedures in the event of a specific emergency:
Posted along the hallways are emergency evacuation routes. Below is a list of our general
procedures in the event of a specific emergency:
Fire: Exit the building from the closest exit in a calm, but quick fashion. Walk to the Laurel’s Nursing Home parking lot and wait for further instruction.
Tornado: There is a designated safe hallway in each of the buildings. For the outpatient
building, it is the hallway behind the reception area. For the case management building,
it is the hallway just off of the reception area.
Bomb Threat: When given the instruction to do so, evacuate the building to the Laurel’s
parking lot until further notice.
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Chemical Spill: Remain within the building (or the designated safe location) until
instructed otherwise.

Advanced Psychiatric Directives

If you have an advanced psychiatric directive (someone you have appointed to make decisions
for you in the event you become unable to do so), we will need a copy for our records. If
your directive involves withholding life saving treatment, Pines will pass that information onto
hospital emergency personnel; however we must perform lifesaving measures until they
arrive. If you do not have a psychiatric advanced directive, but would like to develop one,
you may request information and the forms to do so at anytime. To ensure that your wishes
can be made known, please let us know as soon as possible any changes you have made
to your directives.

UndersTandinG yOUr serviCes
The services that are provided will be based on state and federal regulated eligibility
parameters as well as your clinical needs and personal input. Services are designed to be
flexible in terms of type, duration, and intensity levels. Services are voluntary and you must
acknowledge in writing an informed consent to such services including risks and benefits;
court-ordered treatment will be honored only
upon your written consent. Services are available
in languages that you understand including
interpreter and/or translated materials free of
charge. The following areas provide a more
detailed understanding of what you can expect.

Eligibility

Before you begin services, an eligibility screen
must occur. This screen is based on parameters
set forth by your insurance plan as well as state
laws that govern who qualifies for behavioral
health services. In addition, this screening
will assist in determining what community resources are available for you, what services
based on history and expertise will be the most beneficial, and which agency is the best
provider for the issues you want resolved. Minors 14 years or older may seek mental health
services (except psychiatric) without parental consent for up to 12 sessions or 4 months
whichever is sooner. All other minors receiving mental health services must have parental
or guardian consent. Minors receiving only substance abuse services, may consent to
services independently.

The Change Process

Your path to recovery is often not easy, and requires commitment on your part.
During this process, you will learn different skills and applying those skills will change how
you’ve reacted to situations in the past. As a result, you may find this uncomfortable,
sometimes difficult, and those who your initially felt were supportive may no longer be. If
your issue(s) surrounds parenting, oftentimes the child or children will engage in an increase
in behaviors in response to your newly learned skills. It may feel as if services have not met
your expectations. With patience and continued commitment, you will begin to notice that
your hard work has paid off. Your confidence will increase, your controlled parenting will
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improve, and truly supportive relationships will be developed. Throughout this process, it
will be important to understand and remember that achieving your goals are ultimately up
to you. Your therapist or case manager can help point you in the right direction, but they
cannot do the hard work for you.

Person Centered Planning

When you have been determined eligible for services, you will begin what is referred to as
“person centered planning”. Person centered planning (PCP) is a process in which your
desires and preferences as to what you want to accomplish are central to the services that
are provided. PCP allows you to determine when times are most convenient for you to
engage in services, who is the best clinician for you to work with, what service will best meet
your need, etc. A planning meeting is conducted, facilitated by the person of your choice,
including a facilitator outside of Pines if you choose, in which these areas can be discussed.
PCP is limited based on legal, health and safety parameters, as well as reasonableness and
the availability of your choices.

Choice

The choice of what you wish to improve upon, with whom you’d like to help support you
in doing so, and how to best achieve your goal is central to your recovery. You have the
choice of case manager or therapist you would like to work with and you can request a
change if the relationship does not work for you. Before your planning meeting, you will also
be asked if you would like your meeting facilitated by an “independent facilitator” – someone
other than your therapist or case manager. Additionally, depending on your needs, you may
also be eligible for self-determination. Self-determination is a process in which you control
an approved amount of dollars, using this money to purchase the services or supports that
are necessary. For more information, contact customer services.

Assessment

Your primary coordinator of service will conduct an assessment of your strengths, needs,
abilities and preferences with you in order to best develop the most effective plan for your
care. Therefore, it is important that you disclose as much as you are willing to and be as
honest as possible so that your expectations for treatment can be met as soon as possible.
This initial assessment will occur usually during your first visit with your clinician, but it is
important to note that the process of assessment is ongoing. As your relationship with your
clinician grows, you will most likely feel more comfortable to share additional information that
will impact your plan. As you do, you will be involved in whether your plan continues to be
the most effective and what if any changes need to be made as a result.

Natural Supports

During the assessment phase, the clinician will inquire as to who is providing support to you
in various parts of your life. This may be as simple as a friend you enjoy spending time with,
or something more structured such as involvement in a community group or project. It is
important to include your established support system in your overall treatment progress/
recovery to the level you feel most comfortable and to widen this circle of support if at all
possible. The more support we have in our lives, the fewer burdens we have to shoulder
ourselves during the times of trouble. Pines may be able to assist you in connecting with
potential support systems – let us know how we can help.
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Individual Plan of Service Development

After decisions have been made as to the goals you wish to accomplish, a document called
the “treatment plan” will be developed that outlines the services that will be developed to
help you accomplish those goals and let you know who should provide the services. This
document will spell out the chosen goal(s), the steps to achieve the goals, the ideal timeframe
to which each step will be achieved, how often you will meet with each service provider and
the location each service will be provided. Other things often added to this document include
how your health and safety issues will be addressed, and what other personal or community
resources will be used to help. You are entitled to receive a copy of this document
within 15 days of its development. If you do
not receive it, contact your clinician or customer
services.

Family Involvement

When we are working with children, it is important
to involve the family into the child’s care. The
child’s success will be largely impacted on the
family relationships within the home and without
home environment improvement, often the child
will revert back to the behaviors, thoughts or
feelings that initiated services. Exceptions to
this policy will occur in the event that the clinician
feels the family member may actually be more harmful to the child’s progress or if the child
has consented to services independent of their parent(s).

Coordination of Your Care

With your permission, we will coordinate the services you receive with other agencies and
your primary care physician. Your mental health often overlaps with other areas in your life
such as your medical wellness, your employment, your education, or legal involvement.
With effective coordination, those other areas can also be adequately addressed so that
your overall well-being is improved. If you are mandated to receive services, and do not wish
for us to speak to the court or their designee, we will honor your request, but consequences
from the court mandating such treatment may occur.

Referrals and Discharge

During your treatment, it may be necessary to make a referral either to a different service or
to an additional service to achieve the greatest outcome for you. If this were to be the case,
you will be consulted for agreement. Care will be coordinated between the different service
providers so that you experience as little disruption as possible.
During the early stages of your treatment, your clinician will form with you a plan for
determining when it will be known that services should end. This is called a discharge plan,
or sometimes called a transition plan. Some people may require services for a long period
of time but may transition to different levels or intensity of that service whereas other people
may no longer require services at all and will be discharged. Your plan will be individualized
based on what you need and will be updated regularly as you progress.
In extreme cases, an administrative discharge may be necessary based on actions that are
perceived to be a safety risk for others in treatment. Should an administrative discharge
occur, we will follow up within 72 hours to evaluate your level of risk.
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serviCes available
There are many services available to meet your unique needs, however, eligibility criteria
differ. Your case manager or clinician will help you choose the right service(s) during the
person centered planning process. These services are generally categorized according to
the level of intensity needed by each consumer. Full descriptions can be found within the
Southwest Michigan Behavioral Health Customer Handbook or is available upon request.

Outpatient Services

All services attempt to coordinate services with other agencies, providers, and your primary
physician as indicated, to meet the specific needs of the individual. As necessary, they may
include outpatient Psychiatric services with medications.
Adult Services: These treatments may include individual, family,
couples, or group therapeutic intervention. Some common problems
are adjustments to life changes due to death or divorce; problems
with children or stepchildren; anxiety; depression, emotional
difficulties; and suicidal thoughts or actions.
Older Adult Services: In addition to those services as indicated
in Adult services area, there are also pre nursing home evaluations
and outreach services in the home to deal with aging related issues.
Child / Adolescent Services: Consultation, testing, and support
for the child and family. Problems may include adjustment to
divorce; blended families; conflicts with parents or school;
depression; anxiety; hyperactivity; difficult life adjustments; and
suicidal thoughts or actions. For children diagnosed with autism,
we offer through contracted providers, Applied Behavioral Analysis to those that qualify
and can benefit from this service.

Substance Use Services
Outpatient: Individual, family and group therapy for persons with a substance use problem and/or persons affected by family members with an addiction. Early intervention
services for persons who are engaged in early use are available as well.
Intensive Outpatient: Group therapy provided at an intensive level (at least 9 hours per
week) to assist in the addiction recovery process.
Diversion/Prevention Services: Services available in and for the community with the goal
of preventing substance use and addiction and/or diverting persons from incarceration,
additional legal difficulties, or lengthy criminal justice sentences.
Case Management Services: Linking, monitoring and coordinating necessary
resources to achieve recovery based on assessment and planning.
Women Support Services: Services designed for women who have a substance
use disorder and need support while raising their children or regaining custody of their
children.
Recovery Support Services: Services designed to provide engagement in services, and
ongoing support to the person in recovery. May also include peer-led groups.
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Targeted Case Management Services /
Supports Coordination

These services assist individuals who have some
functional limitations from developmental disability
or mental illness. Assistance is coordinated with
other providers, agencies, and primary healthcare
provider. Assistance may include day programming;
work training or placement; housing including foster
care placements; or applying for Social Security,
SSI, Medicaid, or Medicare. Persons with complex
medical issues are also assisted through referrals to
specialized health care services, and coordination of care across multiple service providers.

Assertive Community Treatment

These services assist individuals with mental illness who have difficulty with their daily
lives. The program is set up to have a higher level of outpatient intervention services that
are outreaching and of an in-home nature. The multi-disciplinary team is able to respond
to a broad range of individualized needs to help sustain and support the individual in the
community.

Home Based Services

This program is an intensive service for children with severe emotional disorders and their
family members. Therapy and case management is provided to assist the family achieve an
improved relationship and functioning level, preventing the need for out-of-home placement.

Wraparound Services

This program is for families that are involved with multiple service providers, or whom have
not benefitted from other less intensive mental health services. The Wraparound Facilitator
will assure that the necessary services are provided and coordinated to help preserve the
family unit.

Inpatient Psychiatric Services

For those times when a brief inpatient hospital admission may be necessary we will do the
screening and facilitation of admission to a variety of private or public hospitals, based upon
the needs of the individual. We are the gatekeeper and single point of entry for any inpatient
admission for those who may need to access public funding.

Specialized Group Homes

These group homes provide 24/7 supervised residential living for individuals with severe/
profound intellectual/developmental disability, or mental illness. This includes individuals
with high medical needs or challenging behaviors, beyond those that can be managed in
traditional foster care. Case management, nursing, and other specialized service providers
may also be involved in the care of the individual.

Peer Services

Peer services provide a rich understanding of treatment and the need for supports based
on the peer’s own lived experience with mental health conditions or parenting a child with a
severe emotional disturbance or intellectual/developmental disability.

Supportive Services

The following services are provided through a contract with other service providers:
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Applied Behavioral Analysis (ABA): ABA is offered in the home or within a center under
the supervision of psychologists certified in behavioral analysis. Family training and
support is also available to further assist the family.
Community Living Supports: Offers a variety of individual or group support designed to
increase self-care skills and social awareness.
Supported Employment: Places persons with disabilities in community work sites.
Clubhouse: Promotes independent living skills for persons, while improving self-esteem
and encouraging appropriate social interaction.
Housing Assistance: Assistance to prevent homelessness and/or increase one's
independent living environment.
Respite: A break provided to parents or other caregivers
responsible for caring for persons with mental health
conditions or intellectual/developmental disabilities.

Friendship Center

The Friendship Center is a contracted consumer-run social
recreation and support program for individuals in the community.

Emergency Services - Crisis Intervention

A clinical professional is on call 24 hours a day, seven days a
week to speak with the individual in crisis, as well as their family
members or friends. This intervention may be made either by
telephone or in person, depending upon the situation. Our
clinician will evaluate the presenting problems, provide support
and brief therapy as appropriate, and make recommendations
and referrals to follow up to the crisis.
During business hours:
After business hours:

(517) 279-8404 or (517) 278-2129
(517) 279-8404, (517) 278-2129, or (888) 725-7534

riGhTs and respOnsibiliTies
Recipient Rights:
Mental Health and Substance Abuse

You are entitled to a number of rights as someone receiving public mental health and
substance abuse services. Rights for persons receiving mental health services can be found
within the Mental Health Recipient Rights Book. Rights for persons receiving substance
abuse services can be found below. If you receive services for both mental health and
substance abuse, you are covered by both rights. If you feel your rights have not been
protected, please contact the recipient rights officer immediately at 279-8404.

Substance Use Specific Recipient Rights

1. A recipient as defined in the 1981 Administrative Rules for Substance Abuse Service
Programs in Michigan (see definitions) shall not be denied appropriate service on the
basis of race, color, national origin, religion, sex, age, mental or physical handicap,
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marital status, sexual preference, or political beliefs.
2. The admission of a recipient to this program, or the provisions of prevention services,
shall not result in the recipient being deprived of any rights, privileges, or benefits
which are guaranteed to individuals by state or federal law or by the state or federal
constitution.
3. As part of the intake or admission process, each recipient will receive a brochure
which summarizes recipient rights. The recipient will then be requested to sign the
rights acknowledgement form to indicate understanding of the rights.
4. If the recipient is incapacitated, he or she shall be presented with the previously mentioned brochure, explanation of rights, and opportunity to document understanding of
the rights as soon as feasible, but not more than 72 hours after admission.
5. Upon admission, each recipient is provided with program rules, which are also posted
in public areas in the program. These program rules inform new recipients of the
infractions that can lead to discharge. The rules also describe the mechanism for
appealing a discharge decision and which staff has authority to discharge. The
recipient signs a form that documents that the written program rules have been
received and any questions have been answered.
6. A recipient shall participate in the development of his or her treatment plan.
7. A recipient has the right to refuse treatment and to be informed of the consequences
of that refusal. When a refusal of treatment prevents this program from providing
services according to ethical and professional standards, the relationship with the
recipient may be terminated upon reasonable notice.
8. A recipient shall have the benefits, side effects, and risks associated with the use of
any drugs fully explained in language which is understood by the recipient.
9. A program staff member shall not physically or mentally abuse or neglect or sexually
abuse a recipient as the terms “abuse” and “neglect” are defined in the Substance
Abuse Licensing Section of the Administrative Rules (see definitions).
10. A recipient has the right to review, copy, or receive a summary of his or her program
records, unless in the judgment of the Program Director, such actions will be
detrimental to the recipient or to others for either of the following reasons:
a. Granting the request for disclosure will cause substantial harm to the relationship
between the recipient and the program, or the program’s capacity to provide services
in general.
b. Granting the request for disclosure will cause substantial harm to the recipient.
If the Program Director or designee determines that such action will be detrimental, the
recipient is allowed to review non-detrimental portions of the record or a summary of
the record. If a recipient is denied the right to review all or part of his or her record, the
reason for the denial shall be stated to the recipient. An explanation of what portions
of the record are detrimental and for what reasons, shall be stated in the client record
and shall be signed by the Program Director.
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11. A recipient has the right to give prior informed consent, consistent with federal
confidentiality regulations, for the use and future disposition of products of special
observation and audiovisual techniques, such as one-way vision mirrors, tape
recorders, television, movies, or photographs.
12. Fingerprints may be taken and used in connection with treatment or research or to
determine the name of a recipient only if expressed written consent has been obtained
from the recipient. Fingerprints shall be kept as a separate part of the recipient’s
record and shall be destroyed or returned to the recipient when the fingerprints are no
longer essential to treatment or research.
13. Should this program engage in any experimental or research procedure, any or all
recipients will be advised as to the procedures to be used, and have the right to refuse
participation in the experiment or research without jeopardizing their continuation
of services. State and federal rules and regulations concerning research involving
human subjects will be reviewed and followed.
14. A recipient may present grievances or suggested changes in program policies and
services to the program staff, to governmental officials, or to another person within or
outside the program. In this process, the program shall not in any way restrain the
recipient.
15. A recipient has the right to review the written fee schedule. Any revisions of fees will
be approved by the governing authority.
16. A recipient is entitled to receive an explanation of his or her bill upon request, regardless of the source of payment.

Additional Rights For Prevention Programs
17. Any program announcement, brochure, or other written communication that describes
our program’s substance abuse prevention services shall state the following:
“Recipient of substance abuse services have rights protected by state and federal
law and promulgated rules.” For information, contact the Bureau of Health Systems,
Division of Licensing & Certification, Substance Abuse
Licensing Section, Recipient Rights Coordinator, P.O. Box
30664, Lansing, MI 48909.
18. When prevention program records that include both the
recipient’s name and information regarding his or her
substance abuse or abuse are maintained, the recipient
shall be provided with both a summary of recipient
rights, and written notification that states: “Recipients of
substance abuse services have rights protected by state
or federal law and promulgated rules.” For information,
contact the Bureau of Health Systems, Division of
Licensing & Certification, Substance Abuse Licensing
Section, Recipient Rights Coordinator, P.O. Box 30664,
Lansing, MI 48909.
When a recipient telephones this prevention program, and
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when program records are maintained that include both the recipient’s name and
information regarding his or her substance use or abuse, the recipient shall be
informed that a summary of recipient rights will be mailed to him or her on request.

Recipient Responsibilities

As an active participant in receiving services, you have the responsibility:
• To present your Medicaid card and/or other insurance coverages prior to receiving
services.
• To let us know any changes to your address, income and/or insurance as they occur.
• To keep scheduled appointments or let us know if you will be delayed or cannot make
the appointment at least 24 hours in advance.
• To pay all charges that have been determined
you owe.
• To may payments for services on time.
• To turn over any provider payments received
by third party insurers.
• To ask questions about your services and
keep asking until you fully understand.
• To provide honest and complete information
to those providing services.
• • To follow your plan of care that you chose
and understand what might happen if you
choose not to follow the plan.
• To assist in the complaint process so that resolutions may be mutually agreeable.
• To express your opinions, concerns or complaints in a constructive manner.
• To not disclose the identity of other persons receiving services here.
• To treat staff and other persons receiving services with courtesy and respect.
In the event that your conduct warrants an imminent threat of harm to yourself or others,
restrictions on your rights or privileges may be necessary for protective purposes. In the
event that this occurs, these restrictions will be the least restrictive possible for you. So that
you may quickly but appropriately regain access to any lost rights or privileges, the safety
issues necessitating the loss will be reviewed frequently.

Customer Services

Customer Services is a function that has been designed to help you answer any questions
that you have. If you have any questions, complaints, or need general information, feel free
to ask for customer services at 279-8404 any time during business hours. Because our
customer services representative(s) also provide clinical services, you may need to leave a
message. Your message will be returned within the next business day.

Privacy and Confidentiality Notice

Each time you visit Pines or one of Pines’ Service providers, a record of your visit is made.
Typically, this record contains your symptoms, any test results, diagnoses, treatment, and a
plan for future care or treatment. This information, often referred to as your health or medical
record, serves as a:
• Basis for planning your care and treatment
• Means of communication among the many health professionals who contribute to
your care
• Legal document describing the care you received
• Means by which you or your insurance can verify that services billed were actually
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provided
• A tool in educating health professionals
• A source of data for research
• A source of information for public health officials charged with improving the health of
the nation
• A source of data for facility planning and marketing
• A tool with which we can assess and continually work to improve the care we render
and the outcomes we achieve
Understanding what is in your record and how your health information is used helps you to:

• Ensure its accuracy
• Better understand who, what, when, where, and why others may access your health
information
• Make more informed decisions when
authorizing (permitting) disclosure to others

Your Health Information Rights:

Although your health record is the physical property
of the healthcare provider or facility that compiled it,
the information belongs to you. You have the right to:
• Request a restriction on certain uses and disclosures of your information
• Obtain a paper copy of the notice of information practices upon request
• Inspect and obtain a copy of your record
• Request amendments to your record
• Obtain a list of disclosures of your health information
• Revoke your authorization (permission) to use or disclose health information except to
the extent that action has already been taken

Our Responsibilities:

This organization is required to:
• Maintain the privacy of your health information
• Provide you with a notice as to our legal duties and privacy practices with respect to
information we collect and maintain about you
• Abide by the terms of this notice
• Notify you if we are unable to agree to a requested restriction to the release of your
information
• Accommodate reasonable requests you may have to communicate health information
by alternative means or at alternative locations.
We reserve the right to change our practices and to make the new provisions effective for all
protected health information we maintain. Should our information practices change, we will
notify you and the community and have such changes listed on the Pines website
(www.pinesbhs.org).
We will not use or release your health information without your authorization (permission),
except as described in this notice.
If you have questions and would like additional information, you may contact the CEO or the
Chief Privacy Officer at 517-278-2129.
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If you believe your privacy rights have been violated, you can file a complaint with the Recipient
Rights Officer (517-278-2129) or with the Secretary of Health and Human Services (toll free
877-696-6775). There will be no retaliation for filing a complaint.

Substance Use Confidentiality

Frequently, persons served by Pines have mental health issues as well as substance use
issues. The confidentiality of information in the record that may contain information about
alcohol and/or drug abuse maintained by Pines is protected by Federal Law and Regulations.
Pines respects your confidentiality except under certain circumstances:
1. The consumer consents in writing;
2. The disclosure is allowed by a court order; or
3. The disclosure is made to medical personnel in a medical emergency or to qualified
personnel for research, audit, or program evaluation.
Violation of the Federal Law and Regulations by a program is a crime. Suspected violations
may be reported to appropriate authorities in accordance with Federal Regulations.
Federal Law and Regulations do not protect any information about a crime committed by a
consumer either at Pines or against any person who works for Pines or about any threat to
commit such a crime.
Federal Laws and Regulations do not protect any information about suspected child abuse
or neglect from being reported under State Law to appropriate State or Local authorities.

Explanation of Grievance and Appeals

In keeping with our mission, your satisfaction with the services provided at Pines is extremely
important. Although every effort will be made to provide your services according to your
preferences and within agreed upon timeframes, at times you may experience dissatisfaction.
You may complain in the form of an “appeal” of a decision that has been made on your
behalf without your input, if we fail to follow the grievance and appeal processes, or if we do
not provide services within 14 days or the alternatively agreed upon timeframe. You may
complain in the form of a “grievance” for anything related to your services, treatment, or
provider.
The following is a list of options you may take:
1. Consult with the coordinator of your services anytime that you are dissatisfied with
the service or service decisions. If this disagreement occurs during your treatment
plan development, every effort will be made to resolve those disagreements through
reasonable discussions and problem solving efforts. Decisions regarding the
modification of an existing treatment plan will be made within 30* days. and/or
2. You may contact your customer services representative at 279-8404. He will respond
with an acknowledgement to your complaint with 1 business day. Although there is
a 45* day timeframe to resolve complaints, it is Pines’ goal to resolve your complaint
within 10* days. and/or
3. You may make a recipient rights complaint with the recipient rights officer. That
decision will be made within 90 days. and/or
4. If you have Medicaid, you may request a formal Medicaid Fair Hearing from the
Department of Community Health. That decision will be made within 90* days. If you
don’t have Medicaid, if after going through recipient rights and you are not satisfied
with the outcome, you may request and Alternative Dispute Resolution from the
Department of Community Health within 10* days.
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If your complaint involves a denial of initial services or a denial for a request for hospitalization,
you may request a second opinion from our Chief Executive Officer which will be decided
within 3 days.
* Your complaint will be expedited (resolved within 1 business day) if there is belief of a
significant risk to your health and safety if resolved later.

imprOvinG OUr serviCe QUaliTy
Pines is committed to providing services that meet your needs and expectations. In doing
so, it is necessary that we hear what is important to you and in what ways we can improve.

Input Opportunities

There are several opportunities, in which Pines uses the input of those that are or have
received services. We have an advisory council made up of persons receiving services that
provides input into policymaking and organizational processes. Several of our committees
include representation from persons who are receiving services. We also conduct surveys to
elicit feedback regarding how services were provided as well as whether you have sustained
improvement post-discharge. Suggestion boxes are also located within each waiting area
for your convenience.

Achievement of Outcomes

The emphasis of treatment will be on helping you achieve your desired outcomes. As such,
Pines employs personnel that are highly skilled in their positions and we as an organization
are consistently looking at research and practices to make sure that the interventions we
offer are considered the best in the field. Pines has adopted several “evidence based”
practices which have been found repeatedly to provide positive outcomes for persons.
Pines also provides “promising practices” which are interventions that have been reported
by consumers as being successful. Ultimately the achievement of outcomes is up to you,
but with the expertise that Pines can offer, this achievement can be highly attainable.

Satisfaction

Pines provides a variety of avenues in which persons who receive our services can express
satisfaction or dissatisfaction with our services. These include an annual satisfaction
survey, a post-discharge from services survey, individual assessment of satisfaction every
six months as your treatment plan is reviewed, and then periodically relative to various
quality improvement projects that are underway. Your input is highly valuable as it is used
to improve our services to you. If at anytime you wish not to participate in these surveys,
contact customer services.

Performance Feedback

Each year, Pines sets forth goals and standards related to areas of importance. Examples
of where we have set standards include how quickly we are able to see someone who
requested a service, how quickly we are able to see someone following a discharge from
hospitalization, and what percentage of persons are satisfied with overall services. Located
in each waiting area are bulletin boards where you will be able to locate information about
these standards as well as information on specific results of satisfaction surveys. Additional
information is posted on our website at www.pinesbhs.org.
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