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Welcome to Lakeshore

Behavioral Health Alliance of
Muskegon and Ottawa Counties

The Lakeshore Behavioral Health Affiliation is made up of Community Mental Health of Muskegon
County and Ottawa County, and the Lakeshore Coordinating Council for Substance Abuse Services.
The Affiliation provides service wunder a fAManaged
Department of Community Health. Our programs and activities are governed by a Board of Directors.

Our services are available to residents of the community who have Medicaid or are uninsured, and
who are eligible for services as defined by the contract with the Michigan Department of Community
Health. Each affiliate is accredited to provide behavioral health care services.

Webre glad that youdbve decided to work with us to
make sure that you receive the kind and quality of services you need to participate fully in the
community. Revised 1/2011
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Read this handbook carefully. Keep it for future reference. Be sure to call us if you have questions
about any of the topics. Please call the Customer Service Office in the county where you live.

Questions ? Call Customer Services at:
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Access and

Accommodations

Behavioral Health Alliance
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Community Mental Health follows all requirements of
the Americans with Disabilities Act (ADA), and provides
accommodations when requested to assure that
everyone eligible for services has equal access to them.
If you need an accommodation to participate, call the ACCESS Center.

Muskegon (231) 720 -3200 Ottawa (616) 393 -5681

Language Assistance

If you use a TTY, please contact ACCESS at the following TTY phone number:
Muskegon (231) 720-3280 Ottawa (616) 494-5508

If you need a sign language interpreter, contact ACCESS as soon as possible so that one will be
made available. Sign language interpreters are available at no cost to you.
Muskegon (231) 720-3200 Ottawa (616) 393-5681

If you do not speak English, contact ACCESS so that arrangements can be made for an interpreter
for you. Language interpreters are available at no cost to you.
Muskegon (231) 720-3200 Ottawa (616) 393-5681

Accessibility and Accommodations

In accordance with Federal and state laws, all buildings and programs of the Lakeshore Behavioral
Health Services are required to be physically accessible to individuals with all qualifying disabilities.
Any individual who receives emotional, visual, or mobility support from a service animal such as a
dog will be given access, along with the service animal, to all buildings and programs of the
Lakeshore Behavioral Health Alliance. If you need more information or if you have questions about
accessibility and service/support animals, contact Customer Service

If you need to request an accommodation on behalf of yourself or a family member or a friend, you
can contact Customer Services. You will be told how to request an accommodation (this can be
done over the phone, in person, and/or in writing) and you will be told who at the agency is
responsible for handling accommodation requests.

tenemos la literatura en espafiol y
en formatos alterantivos a peticion

Actualmente, Manejo de Servicios al Cliente esta disponible
en espafol y lenguaje americano de sefias. Contamos con
literatura en espafol y formatos alternativos como cinta de
audio. Ademas, el Centro de Acceso esta equipado con una
linea TTY.

Muskegon (231) 720-3280 Ottawa (616) 494-5508

Questions ? Call Customer Services at:
Muskegon County (231) 720 -3201 Ottawa County  (616) 494-5545 o3
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Emergency and

After -Hours Access to Services

Behavioral Health Alliance

A fiment al heal th emergencyo i s:
E when a person is experiencing a serious mental iliness, a developmental disability, or a child
is experiencing a serious emotional disturbance and can reasonably be expected in the near
future to harm him/herself or another, or
E because of his/her inability to meet his/her basic needs is at risk of harm, or
E the personds judgment is so i mpaired that he
treatment and that their condition is expected to result in harm to him/herself or another
individual in the near future.
You have the right to receive emergency services at any time, 24-hours a day, seven days a
week, without prior authorization for payment of care.

If you have a mental health emergency, you should seek help right away. Go to the nearest
hospital emergency room for assistance. | f t he
where it is, please call 911 for assistance.

If you are having a mental health crisis, at any time during the day or night call:

Helpline 24 -Hr. Emergency Assistance

MUSKEGON COUNTY OTTAWA COUNTY ‘=
(231) 722-HELP (4357) ===

Grand Haven
(616) 842-HELP (4357)
Holland
(616) 396-HELP (4357)

all other Ottawa County areas,
toll -free 1-866-512-HELP (4357)

Post -Stabilization Services

After you receive emergency mental health care and your condition is under control, you
may receive mental health services to make sure your condition continues to stabilize and
improve. Examples of post-stabilization services are crisis residential, case management,
outpatient therapy, and/or medication reviews.

Questions ? Call Customer Services at:
Muskegon County (231) 720 -3201 W Ottawa County  (616) 494-5545 o3
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How To Get

Lakeshore

Behavioral Health Alliance N O n = C rl S I S S e rVI CeS
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Call Customer Service for information:
Muskegon County (231) 720-3201 Ottawa County (616) 494-5545
E Benefits, referrals, eligibility and authorization requirements.
E Emergency services, emergency providers, emergency coverage, and emergency
locations, and post-stabilization services.

E Medicaid due process and recipient rights under the Michigan Mental Health Code,
including; procedures for filing complaints and appeals.

To request mental health services call the Access Center , Monday through Friday,
between 8:00 a.m. and 5:00 p.m.
Muskegon County Access Center (231) 720-3200
TTY (231) 720-3280
Ottawa County Access Center
Holland Area (616) 393-5681
All other Ottawa areas, Toll -free 1-877-588-4357
TTY (616) 494-5508

Lakeshore Coordinating Council
for Substance Abuse Services

(231) 733-5334 Muskegon -or- 1-800-981-2481

All calls to the Access Center are private and confidential.

The Access Centerds qualified staff wild.l tal k
services. Each service that CMH offers has criteria established by the Department of Community
Health. CMH staff may suggest one or more of the services based on your needs. You may request a
complete list of services and the providers available in your area.

If you are eligible, you will be given an appointment for services. If you are not eligible for CMH
services, the Access Center will help you locate other agencies in the community that can meet your
needs.

You are welcome to bring a family member or friend to this appointment. There will be paperwork to
complete before talking with someone about your problem.

If you need mental health services while you are outside of your county area, contact your
assigned CMH worker, their supervisor, or the Access Center in your home county and they
will assist you.

Questions ? Call Customer Services at:
Muskegon County (231) 720 -3201 W Ottawa County  (616) 494-5545 o3

www.co.muskegon.mi.us/bm www. miottawa.org/cmh iR
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Paying for Services

Lakeshore
Behavioral Health Alliance

If you are enrolled in Medicaid and meet the criteria for the specialty mental health and
substance abuse services, the total cost of your authorized mental health or substance abuse
treatment will be covered.

I f you are a Medicaid benediowna)l)y wistldedaededlnmedi bl

Department of Human Services (DHS), you may be responsible for the cost of a portion of your
services.

Payment is based on what you can afford. When you begin treatment, we will work with you to
determine what your costs will be and if your insurance will cover any of your treatment. (Fee
Schedule on page 29)

If your financial situation changes, please let us know as soon as possible so that we can
review your fee and make adjustments as appropriate.

Please feel free to discuss your fee with your CMH staff at any time. If you believe that your fee is
beyond your means, we offer a financial review of your personal and family budget to arrive at a
more affordable fee. If you continue to disagree with the fee, you may ask for a financial re-
determination by calling one of the numbers below.

YOUR RIGHTS:

+ You have the right to receive service even if you cannot pay.

+ You have the right to know your mental health care costs.

+ You have the right to request a review of your fee when your income situation changes.
+ You have the right to appeal your assessed fee.

YOUR RESPONSIBILITIES:

+ You will be asked to provide financial information.

+ You will be asked to document your income.

+ You should make payments at the time of service unless you have made other arrangements.
+ You must attend all scheduled appointments or call to cancel.

For questions about billing:

Muskegon County (231) 724-1111
Ottawa County (616) 494-5434
Lakeshore Coordinating Council

for Substance Abuse Services  1-877-846-5221

Questions ? Call Customer Services at:
Muskegon County (231) 720 -3201 W Ottawa County  (616) 494-5545

g . on
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Customer Services

Lakeshore
Behavioral Health Alliance

You have the right to request and receive information on a
variety of topics related to CMH services. These include:

Lakeshore Behavioral Health Alliance structure and
operations, organizational capacity, customer satisfaction
results, and educational materials.

You should call Customer Services if you would like
information or if you:

. Have a suggestion to improve CMH services.

. Want to become more involved in our efforts to improve quality.
. Want to write an article for a newsletter.

. Would like to learn about opportunities to volunteer.

Call Customer Service

Muskegon County (231) 720-3201
Toll Free 1-877-724-4440
FAX (231) 724-6074
TTY (231) 720-3280
e-mail customerservice@cmhs.co.muskegon.mi.us

Call Customer Services

Ottawa County (616) 494-5545
Toll Free 1-866-710-SERV (7378)
FAX (616) 393-5687
TTY (616) 494-5508
e-mail: cmhcustomerservices@miottawa.org

Lakeshore Coordinating Council
1-877-846-5221
http://www.lakeshoreca.org

Customer Service is available during business hours and at additional times when pre-arranged.
We would be happy to schedule a call at a time convenient for you. If you have a crisis contact
the ACCESS Center
Muskegon (231) 720-3200 Ottawa (616) 393-5681

Questions ? Call Customer Services at:
Muskegon County (231) 720 -3201 w Ottawa County  (616) 494-5545 o3
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Your Rights

Lakeshore

an d ReS po nSi b i | iti eS Behavioral Health Alliance

Every person who receives public mental health services has certain rights which are protected by the
Michigan Mental Health Code. Some of your rights include:

* The right to be free from abuse and neglect.
* The right to confidentiality.
* The right to be treated with dignity and respect.
* The right to treatment suited to condition.
More information about your many rights is contained

this booklet and have your rights explained to you when you first start services and then once again every
year. You can also ask for this booklet at any time.

You may file a Recipient Rights complaint any time if you think staff violated your rights. You can make a
rights complaint either orally or in writing.

If you receive substance abuse services, you have rights protected by the Public Health Code. These rights
will also be explained to you when you start services and then once again every year. You can find more
information about your rights while getting substanc

Program Specific Guidelines

Some programs may place restrictions on the person served. You will receive information about events,
behaviors, or attitudes that may lead to the loss of privileges and means by which the person served may
regain rights or privileges that have been restricted. Talk to your primary worker for more information.

Freedom From Retaliation:

If you use public mental health or substance abuse services, you are free to exercise your rights, and to use
the rights protection system without fear of retaliation, harassment, or discrimination. In addition, under no
circumstances will the public mental health system use seclusion or restraint as a means of coercion,
discipline, convenience, or retaliation.

You may contact your local community mental health services program to talk with a Recipient Rights Officer
with any questions you may have about your rights or to get help to make a complaint. Customer Services
can also help you make a complaint. You can contact the Office of Recipient Rights at:

MUSKEGON COUNTY OTTAWA COUNTY

Garland Kilgore, IlI Briana Fowler

376 East Apple Ave. (231) 724 -1107 12265 James St. (616) 393 -5763
rights@cmhs.co.muskegon.mi.us bfowler@miottawa.org

Or Customer Services at:
Muskegon County (231) 720-3201 Ottawa County (616) 494-5545
customerservice@cmhs.co.muskegon.mi.us  cmhcustomerservices@miottawa.org

If this does not solve the problem, you may call the Recipient Rights Office in Lansing.
State of Michigan Department of Community Health
Office of Recipient Rights 1-800-854-9090

Questions ? Call Customer Services at:
Muskegon County (231) 720 -3201 Ottawa County  (616) 494-5545 o3
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About Reviews, Complaints, Appeals and Second Opinions

Grievances

You have the right to say that you are unhappy with your services or supports
or the staff who provide them, by f
any time by calling, visiting, or writing to the Recipient Rights Office.
Assistance is available in the filing process by contacting local advocacy
organizations. You will be given detailed information about grievance and appeal processes when you
first start services and then again annually. You may ask for this information at any time by contacting
the Customer Services Office.

Appeals

You will be given notice when a decision is made that denies your request for services or reduces,
suspends, or terminates the services you already re
you do not agree with such a decision. There are two ways you can appeal these decisions. There are

also time limits on when you can file an appeal once you receive a decision about your services.

You may:
* Ask for a ALocal Appeal o by contacting Recipi
Muskegon (231) 724-1107 Ottawa (616) 393-5763
And/or if you have Medicaid
* You can ask at any time for a Medicaid Fair Hearing before an

administrative law judge (a State appeal). o

Muskegon (231) 724-1107 Ottawa (616) 393-5763 oo

HEE

Your appeal will be completed quickly and you will have the chance to provide information or have
someone speak for you regarding the appeal. You may ask for assistance from local advocacy
organizations to file an appeal. Contact Customer Service for information.

Staff with the Access Center and the Office of Recipient Rights can explain the second opinion,
local appeal, and recipient rights complaint processes. They will provide the paperwork you need
and help you with filling it out. Staff will give you information so you can check the status of your
appeal or complaint.

Providers in Substance Abuse Services will assist you with grievances and appeals. If you are not able
to resolve the problem, contact Karen Youngs-Hartley at Lakeshore Coordinating Council

(616) 846-6720 or 1-877-846-522. E —

Questions ? Call Customer Services at:
Muskegon County (231) 720 -3201 Ottawa County  (616) 494-5545
10 www.co.muskegon.mi.us/om W www.miottawa.org/cmh
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Confidentiality and Family Access to Information

You have the right to have information about your mental health treatment kept private. You also
have the right to look at your own clinical records and add a formal statement about them if there
is something you do not like. Generally, information about you can only be given to others with
your permission. However, there are times when your information is shared in order to coordinate
your treatment or when it is required by law.

Family members have the right to provide information about you to Lakeshore Behavioral Health

Alliance, CMH of Muskegon and Ottawa Counties. However, without a Release of Information
signed by you, the agency may not give information about you to a family member. For minor
children under the age of 18 years, parents are provided information about their child and must
sign a release of information to share with others.

If you receive substance abuse services, you have rights related to confidentiality specific to
substance abuse services.

Under HIPAA (Health Insurance Portability and Accountability Act), you will be provided with an
official Notice of Privacy Practices from your community mental health services program. This
notice will tell you all the ways that information about you can be used or disclosed. It will also
include a listing of your rights provided under HIPAA and how you can file a complaint if you feel
your right to privacy has been violated.

If you feel your confidentiality rights have been violated, you can call the Recipient Rights Office
where you receive services.

Coordination of Care

To improve the quality of services, Lakeshore Behavioral Health Alliance (LBHA) wants to
coordinate your care with the medical provider who cares for your physical health. If you are also
receiving substance abuse services, your mental health care should be coordinated with those
services. Being able to coordinate with all providers involved in treating you improves your
chances for recovery, relief of symptoms, and improved functioning. Therefore, you are

encouraged to sign a fARelease of I nf ormati ono

have a medical doctor and need one, contact your primary worker or Supports Coordinator and
they will assist you with getting a medical provider.

Questions ? Call Customer Services at:
Muskegon County (231) 720 -3201 Ottawa County  (616) 494-5545
www.co.muskegon.mi.us/om W www.miottawa.org/cmh
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L ocations

Community Mental Health
of Muskegon County
Administrative Offices
376 Apple Avenue
Muskegon, Michigan 49442
(231) 724-1111

John North, Executive Director

{ Dr.V.J. Desai, M.D. LBHA Medical Director

(231) 724-1104

Mental Health Center
376 E. Apple Ave.
Muskegon MI 49442
(231) 724-1111

Assertive Community Treatment (ACT)
(231) 724-3300

Chil drenoés Out p atBasedn t
Services (Youth Services)
(231) 724-6050

Clinical Services & Supports
Coordination for People with
Developmental Disabilities
(231) 724-1111

Support Coordination and Outpatient
Services for Adults with Mental lliness

125 E. Southern (231) 724-3699

(moving to the new Mental Health Center in
the Summer of 2010)

Other Service Location

Muskegon Clubhouse
1470 Peck St., Muskegon, M| 49442
(231) 724-4495

Ho m
Mus%egon Li?e SI%HS
97 East Apple Ave., Muskegon, Ml 49442
(231) 724-6090

Whitehall Adult Activity
511 East Colby, Whitehall, MI 49461
(231) 894-2202

Wesley Roberts Adult Activity
1175 East Wesley, Muskegon, M| 49442
(231) 724-3311

Questions ? Call Customer Services at:

Muskegon County (231) 720 -3201
www.co.muskegon.mi.us/bm w

Ottawa County  (616) 494-5545 o3
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L ocations

Community Mental Health
of Ottawa County
Administrative Offices
12265 James St.
Holland, Ml 49424
(616) 393-5698

Dr. Michael Brashears, Executive Director

Dr. Bruce Walters, M.D. CMHSP Medical Director
(616) 392-1873

Outpatient Mental Health Services Services for People with
12265 James Street Developmental Disabilities
Holland, Ml 49424 and .
(616) 392-1873 Holland and Hudsonville CBS*
12263 James Street
Outpatient Mental Health Services Holland, MI 49424
1111 Fulton Street (616) 392-8236
Grand Haven, Ml 49417 o
(616) 842-5350 Tri-Cities CBS*
17290 Roosevelt Rd.
Assertive Community Treatment (ACT) Ferrysburg, Ml 49409
665 136th Ave. Suite 40 (616) 296-0878
Holland MI 49424
(616( 786-2643 Lakeshore Clubhouse

400 136th Ave., Bldg. 300
Holland, Ml 49424
(616) 494-0841

*Community Based Services (CBS)

Questions ? Call Customer Services at:
Muskegon County (231) 720 -3201 w Ottawa County  (616) 494-5545 o3
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Person -Centered Planning

Lakeshore
Behavioral Health Alliance

Every person enrolled in services will develop an Individual Plan of Service, sometimes called an IPOS. This is
not just paperwork. It is a description of the work we will be doing together. The plan will include your mental
health goals and what services the agency will provide to help you achieve your goals. The plan will help us to
measure your progress and if the supports and services are leading toward the achievement of your goal. If you
want to know more about treatment planning or would like advocacy assistance, contact Customer Service for a
referral.

The process used to design your individual plan of mental health supports, service, or treatment is
caledi Per L@emt er ed Pl an rPChigyour iyla Pryptected by the Michigan Mental
Health Code.

The process begins when you determine whom, beside yourself, you would like at the person-
centered planning meetings, such as family members or friends, and what staff from Lakeshore
Behavioral Health Alliance (LBHA) you would like to attend. You will also decide when and where
the person-centered planning meetings will be held. Finally, you will decide what assistance you
might need to help you participate in and understand the meetings.

During person-centered planning, you will be asked what are your hopes and dreams, and will be
helped to develop goals or outcomes you want to achieve. The people attending this meeting will
help you decide what supports, services, or treatment you need, who you would like to provide
this service, how often you need the service, and where it will be provided. You have the right,
under Federal and state laws, to a choice of providers.

After you begin receiving services, you will be asked from time to time how you feel about the
supports, services, or treatment you are receiving and whether changes need to be made. You
have the right to ask at any time for a new person-centered planning meeting if you want to talk
about changing your plan of service.

You have the right to Ai nde pcentecke planning @aress. iThimt i on o
means that you may request that someone other than the LBHA staff conduct your planning
meetings. You have the right to choose from available independent facilitators at no cost to you.

Children under the age of 18 with developmental disabilities or serious emotional disturbance also

have the right to person-centered planning. However, person-centered planning must recognize

the importance of the family and the fact that supports and services impact the entire family. The

parent(s) or guardian(s) of the children will be involved in pre-planning and person-centered
planning usiemgefiedmipryacticed in the delivery of ¢
their children.

Questions ? Call Customer Services at:
Muskegon County (231) 720 -3201 W Ottawa County  (616) 494-5545 o3
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Self-determination and

Lakeshore

Advan Ce D | re CtlveS Behavioral Health Alliance

Topics Covered During Person -Centered Planning

During person-centered planning, you will be told about psychiatric advance directives, a crisis plan,
and self-determination (see the descriptions below). You have the right to choose to develop any,
all, or none of these.

Self-Determination:

Self-determination is an option for payment of medically necessary services you might request if

you are an adult beneficiary receiving mental health services in Michigan. It is a process that would

help you to design and exercise control over your own life by directing a fixed amount of dollars that

wi || be spent on your authorized supports and serv
You would also be supported in your management of providers, if you choose such control.

Psychiatric and Medical Advance Directives
and Crisis Planning

Psychiatric Advance Directive:

Adults have the right, under Michigan law,toafipsychi atri ¢ advApsywhatridi r ect i v e
advance directive is a tool for making decisions before a crisis in which you may become unable to

make a decision about the kind of treatment you want and the kind of treatment you do not want.

This lets other people, including family, friends, and service providers, know what you want when

you cannot speak for yourself.

Crisis Plan:
You also have the rightto developaficr i s i sA gidisplands intended to give direct care if you
begin to have problems in managing your life or you become unable to make decisions and care for
yourself. The crisis plan would give information and direction to others about what you would like
done in the time of crisis. Examples are friends or relatives to be called, preferred medicines, or care
of children, pets, or bills.

more information available at the Department of Community Health website at

ww.michigan.gov/mdch or www.michbar.org/elderlaw/adpamphlet

Individuals have the right to make decisions concerning their medical care, including the right to accept or
refuse treatment, and the right to formulate advance directives. It is policy of Lakeshore Behavioral Health
Alliance to honor a properly executed durable power of attorney or advance directive. Some restrictions apply
to individuals who are minors or who have court appointed guardians. This right is established in the Estates
and Protected Individuals Code PA 1998 No. 386 as amended by PA 2004 No. 532, effective January 3,
2005/ MCL 700.5506. The Recipient Rights Office will answer your questions about the policy. Contact your
primary staff or Recipient Rights or Customer Service for sample forms.

Questions ? Call Customer Services at:
Muskegon County (231) 720 -3201 W Ottawa County  (616) 494-5545 o3
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