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Purpose 

 
The purpose of this policy is to assure that Mind Springs Health (MSH) clients’ rights are observed and respected in 
accordance with federal and state regulations.   

Scope 

 
This policy applies to all staff at Mind Springs Health regardless of their direct level of involvement with 
clients/patients.  

Responsibilities 

 
It is the responsibility of each staff member to ensure that they respect client rights at all times and in all 
situations. 

 
Policy 

Mind Springs Health has procedures in place to assure that clients’ rights are observed and respected in accordance 
with federal and state regulations.  It is the policy of MSH to inform clients of their right to: 

 

 Receive in a timely manner, information about clients’ rights and responsibilities and MSH’s grievance and 
appeal procedures.  

 

 Receive information about MSH programs, levels of care, and use of clinical guidelines. 
 

 Receive information regarding MSH’s clinicians including licensure, specialty, work address, work phone 
number, and hours of availability. 
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 Receive information about MSH’s fees and financial policies. 
 

 Be treated with respect and with consideration for his/her dignity and privacy. 
 

 Receive information on available treatment options and alternatives, presented in a manner appropriate to 
the client’s condition and ability to understand. 

 

 Have information about their treatment kept confidential to the extent allowed by law, unless they provide 
written authorization for disclosure of such information. 

 

 Request and receive a copy of his/her medical records, and request that they be amended or corrected as 
provided by the Health Insurance Portability and Accountability Act of 1996 (HIPAA).   

 

 Receive a copy of MSH’s Notice of Privacy Practices at MSH service locations, on our Internet web site, and 
upon request. 

 

 Participate in decisions regarding his/her health care, including the right to refuse treatment, except as 
provided by law. 

 

 Receive a second opinion. 
 

 Be free from any form of restraint or seclusion used as a means of coercion, discipline, convenience, or 
retaliation.  

 

 Be free from discrimination on the basis of race, color, sex, national origin, disability, religion, age, or sexual 
orientation. 
 

 Have an independent advocate; legal representative; personal representative and/or legal guardian 
participate in treatment, treatment decisions, and/or any aspect of client rights.  

 

 Receive culturally appropriate and competent services. 
 

 Receive prompt notification of termination or changes in services or providers. 
 

 Receive information about advance directives. 
 

 Express an opinion or grievance about MSH to regulatory agencies, legislative bodies, or the media without it 
causing adverse effects on how MSH provides services. 

 

 Receive medically necessary mental health care services in accordance with federal and state regulations.  
 

 Be free to exercise all rights without adversely affecting the way MSH treats clients. 
 

 Be free from sexual intimacy with a provider.  If this happens, report it to the Colorado Department of 
Regulatory Agencies (DORA) at 303-894-7788 or write DORA at 1560 Broadway, Suite 1350, Denver, CO  
80202. 

 

Client Responsibilities 
 

It is the policy of MSH that clients have the responsibility to: 
 

Learn about their mental health benefits and how to use them. 
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Be a partner in their care.  This means: 

 Following the plan they and their care coordinator have agreed on. 

 Participating in their treatment and working toward the goals in their service plan. 

 Taking medications as agreed upon between the client and their prescriber. 
 

 Let us know when they change their address or phone number. 
 

 Tell their therapist or doctor if they do not understand their service plan.  The client should tell him or her 
if they do not agree with the service plan, or want to change it.  

 

 Give their therapist or doctor the information he or she needs to give the patient good care.  This includes 
signing releases of information so that their providers can coordinate their care. 

 

 Come to their appointments on time.  The client should call the office if they will be late or if they are 
unable to keep their appointment. 

 

 Cooperate with MSH when they choose a provider or are seen by their provider.  If the client has 
questions about choosing a provider, or how to make an appointment, call MSH.  They may also contact 
Colorado Health Partnerships (CHP) with questions or concerns.  The numbers are listed on the back cover 
of the Colorado Medicaid Consumer Handbook. 

 

 Treat others with the same courtesy and respect that the client expects to be treated. 
 

Procedures 

 
Client Notification 

To notify clients of their rights, MSH will give each client a written List of Treatment Rights and Notice of Privacy 
Practices prior to or during his/her first appointment.   

 
Clients will be given a copy of the document We Want You To Be Informed notifying them of specific rights they 
possess when receiving mental health and substance abuse services from licensed and unlicensed persons in 
Colorado.   

 
Spanish versions of the List of Treatment Rights, Notice of Privacy Practices, and We Want You To Be Informed 
documents will be given to Spanish-speaking clients.  

 
Clients will verify their receipt of written rights by initialing the appropriate sections on the MSH form Consent for 
Mental Health and/or Substance Abuse Treatment and Acknowledgment of Information Received. 

 
Client rights and grievance procedures will be posted prominently in each service location.  

 
Procedures Specific to Medicaid Clients  

For non-English speaking Medicaid clients MSH will make oral interpretation services available free of charge.  
 

Written information will be available in an alternative format in a manner that takes into consideration the client’s 
ability to understand.  Medicaid client materials will be written at a sixth grade reading level.  An alternative 
format may mean information will be read to a client aloud or that materials will be formatted using large print.  

 
Medicaid clients will not be charged a fee for services rendered. 

 
Involuntary Admissions 
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Each person being held on a 72-hour Involuntary Hold and Treat Order will be given a Rights of Patients document 
(Form M-2).    

 
Should for any reason a person being held on a 72-hour Involuntary Hold is unable to read or receive their written 
rights, an emergency services staff person will verbally read their rights to them.   

 
Staff will verify the detained person was notified of their rights by documenting the appropriate section on the 
Emergency Mental Illness Report and Application (Form M-1). 

 

Grievances 
A grievance is any oral or written expression of dissatisfaction by a client about any matter involving the quality of care 
or the quality of service they receive from MSH.  
 
In compliance with applicable state and federal regulations, MSH clients and/or their legal representative shall have 
available to them an orderly, fair, simple, and expeditious method of resolving grievances.   

 
The client’s appointed advocate, personal representative, legal representative, and/or legal guardian may file a 
grievance on behalf of the client.  MSH will require a signed authorization from the client permitting MSH to disclose 
personal health information (PHI) to the grievant before responding to a grievance.   

 
It is the policy that all MSH staff responds consistently, accurately, and in a timely manner to grievances.  

 
Grievances may be filed verbally or in writing. 

 
Within two (2) working days of receiving a grievance, MSH will send a written response to the grievant acknowledging 
receipt of the grievance.  

 
Each MSH service location will post prominently the Client Grievance Procedures, which provides clients instructions 
for filing a grievance.   

 
Upon request, clients will be referred to a MSH client advocate for assistance with the grievance filing process.  Clients 
may also at any time appeal to outside agencies for advocacy assistance.  

 
All grievance responses will be in writing and contain the results of the disposition/resolution process, the date it was 
completed, and the procedure for requesting the next level of review, if desired by the client. 

MSH staff should review the procedures in the policy entitled Grievances and Appeals for detailed instructions regarding 

MSH’s system for handling client grievances and appeals. 

 
 
References 

 This policy references Grievances and Appeals P&P;  

 Client Grievance Procedures; 

 List of Treatment Rights; 

 Notice of Privacy Practices; 

 We Want You To Be Informed;  

 Consent for Mental Health and/or Substance Abuse Treatment and Acknowledgment of 
Information Received; 

 Emergency Mental Illness Report and Application (Form M-1). 

 Rights of Patients document (Form M-2).  
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