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CONSUMER RIGHTS PROTECTION
PURPOSE

Consumer Rights Protection is a concern of the entire Agency workforce at Bluebonnet Trails Community Services, as all services its employees and contractors provide to its consumers should be delivered in a respectful, supportive manner. Advocacy, and its counterparts, consumer education and skills development, are a central element of the habilitative and rehabilitative processes offered by Agency programs. All employees receive competency-based training in consumer rights initially upon hiring and yearly thereafter.
However, the Agency does designate a specific Consumer Rights Protection Officer to assure that consumers of service have someone outside their immediate service delivery system where complaints about services, rights questions, concerns, and appeals of Agency decisions can be voiced and responses can be obtained readily. This Officer or his/her designee is available on all days and hours that the Center is open for routine business. Information on how to contact the Officer will be provided to each person upon their admission to services, posted on bulletin boards or other such general communication tools provided by the Agency at its various locations, and reviewed at least annually with consumers remaining in services. (See attached poster)
The primary duties of the Consumer Rights Protection Officer are, as follows:

1) Receive from consumers, their families, representatives, or other community members, complaints or positive feedback about anything related to consumer services provided by the Agency. See related document titled GENERAL PUBLIC COMPLAINT AND POSITIVE FEEDBACK PROCEDURE.
2) To investigate and make appropriate recommendations regarding complaints that are received regarding consumer services. See related document titled GENERAL PUBLIC COMPLAINT AND POSITIVE FEEDBACK PROCEDURE.

3) To facilitate appeals of Agency decisions regarding denial, reduction or termination of services, including assuring that appropriate information is obtained and advocacy is provided for consumers of services.  This includes assuring that appeal decisions made by the Agency’s Executive Director or her designee are communicated in writing and linkage to appropriate services are made available for those whose appeals are in process or have had decisions made in their favor. See related procedures on Appeals for Denial, Reduction and Termination of services for Mental Retardation/Developmental Disabilities and Mental Health Services.

4) To establish and maintain a due process review for any proposed or ongoing restrictive measure applied for people receiving Mental Retardation/Developmental Disabilities services.  A measure is considered restrictive if it removes or modifies a basic human right, a civil right, or any protective right accorded to persons receiving services for persons with developmental disabilities. Some of the most common restrictions reported are:  the rights of a person served to manage their own money, be accorded privacy, be allowed to move about freely, be able to be free of unnecessary or excessive medications or other restrictive measures. 
DUE PROCESS REVIEW
Initially and at least once a year when the rights of people served by Mental Retardation/Developmental Disability programs are reviewed with consumers, any rights  that are restricted for the person should be documented in the Person Directed Plan and on the Human Rights Review Record by the Service Coordinator/Case Manager. 
With the exception for some Use of Psychoactive Medication (see below), the Human Rights Review Record should be submitted to the Rights Protection Officer for due process review. The Consumer Rights Protection Officer reviews all restrictive measures submitted and provides consult to the Person Directed Planning Teams of people served as needed to assure that services are provided with the least restriction required for each person served dependent upon their needs for support and/or protection. Reviews of such restrictions are indicated on the Human Rights Review Record by the Consumer Rights Protection Officer or his/her designee. For residents of the Agency’s ICF-MR program, all rights restrictions must be reviewed by the Human Rights Committee. Please see procedure by that name.
USE OF PSYCHOACTIVE MEDICATION
For restrictions related to the use of psychoactive medication, tools are available and maintained through the Consumer Rights Protection Officer to provide education and support to the Person Directed Planning Team in determining if the medication being prescribed is generally appropriate to use for treatment of a diagnosis and/or if the prescribing pattern (dosage, frequency) appears to not be excessive.  See Psychoactive Medication Table for MR/RC and Human Rights Decision Tree established by the Center, the tools referred to in this process.  If the medication is prescribed within the guidelines established by these tools, the Person Directed Planning Team may satisfy the requirement for due process review. This allows only usage that is atypical and more high risk to be referred to the Consumer Rights Protection Officer. 
When the Consumer Rights Protection Officer receives a request for review of psychoactive medication, he/she will review the usage of psychoactive medication with the Medical Director to determine if any education or risk factors with such usage should be provided to the Person Directed Planning Team, the consumer and/or his/her family or representative. The Consumer Rights Protection Officer is responsible to communicate any identified education or identification of risk factors to the Service Coordinator or Case Manager for the person served.
For residents of the Agency’s ICF-MR program, all use of psychoactive medication must be reviewed by the Human Rights Committee. See procedure by that name for detail. 
5) A review of complaints about services received by consumers of Mental Retardation/
Developmental Disabilities Services or Mental Health Services is submitted by the Consumer Rights Protection Officer to the Agency’s Human Rights Committee at their regular meetings. Any process improvement recommendations received from the Committee will be conveyed by the Consumer Rights Protection Officer to appropriate administrative personnel. See procedure entitled Human Rights Committee.
6) The Consumer Rights Protection Officer is responsible to review all policies, procedures and 

practices of the Agency that affect the rights of individuals served and assure that appropriate advocacy is provided.

7) The Consumer Rights Protection Officer functions as a liaison between the Agency and advocacy organizations, Department of Family & Protective Services, the Department of Aging and Disabilities Services Consumer Rights and Services Office, and the Department of State Health Services Consumer Rights and Services Office.

8) The Consumer Rights Protection Officer provides training and education as needed to assure that Agency personnel are aware of and supportive of consumer rights.
RESPONSIBILITY
The Consumer Rights Protection Officer is responsible to the Director of Quality Management.     
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