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Your Rights and Responsibilities as a Consumer of  
Access Family Services, Inc. 
 
It is Access Family Services’ goal to provide the highest of quality care.  In 
order to meet this expectation, it is important that you are aware of your 
rights and responsibilities and where to go if you need help.  This handbook 
is given to all consumers and staff who work with you to provide care 
within our organization.  This handbook is an introduction to rights and 
responsibilities and is not a resource guide for services.  Should you need 
additional assistance, you will find helpful phone numbers and resources as 
part of this handbook.  As a consumer of Access Family Services, you have a 
right to receive service information, including your rights and 
responsibilities. You are encouraged to make suggestions about rights, 
services, and policies. 
 
Key General Contacts 
 
Access Family Services 888 773 3735 (press 1) 
President/Chief Operating Officer  
State Clinical Director  
Quality Improvement Director 
 
SERVICE CENTER 
5200 Seventy-seven Center Drive, Suite 130 
Charlotte, NC 28217 
info@accessfamilyservices.com 
704 910 2134 Phone 
704 631 4501 Fax 
 
 
 

 
www.accessfamilyservices.com 

 
Critical Access Behavioral Health Agency (CABHA)  

Certified Commission on the Accreditation of Rehabilitation Facilities 
(CARF) Accredited 
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ASHEVILLE 
1100 Ridgefield Boulevard Ste 190 
Asheville, NC 28806 
828 670 7723 Phone 
828 670 7727 Fax 
828 273 1198 English Crisis  
828 712 8092 Spanish Crisis 
 
CHARLOTTE 
2633 West Boulevard 
Charlotte, NC 28208 
Mailings: PO Box 19649 
Charlotte, NC 28219-9649 
704 521 4977 Phone 
704 521 8541 Fax 
800 727 9309 After-Hours Crisis 
 
CRAVEN - DAY TREATMENT 
2000 Dr. Martin Luther King Jr. Blvd 
New Bern, NC 28560 
252 633 2587 Phone 
252 633 1612 Fax 
252 633 3855 After-Hours Crisis 
 
DURHAM 
522 South Duke Street 
Durham, NC 27701 
919 908 6374 Phone 
919 908 6531 Fax 
919 980 1373 After-Hours Crisis 
 
FAYETTEVILLE 
2543 Ravenhill Drive Suite B 
Fayetteville, NC 28303 
910 339 1928 Phone 
910 339 4650 Fax 
910 872 4813 After-Hours Crisis 
 
WILSON  
2835 Daisy Lane, Apt. B 
Wilson, NC 27894 
252 234 0200 Phone 
252 234 7140 Fax 

GASTONIA 
621 Huntsman Court 
Gastonia, NC 28054 
704 671 4487 Phone 
704 671 4494 Fax 
800 727 9309 After-Hours Crisis 
 
GEORGETOWN/MYRTLE BEACH 
SOUTH CAROLINA 
107-A Queen St. 
Georgetown, SC 29440 
843-833 8545  Phone 
843-628 2433 Fax 

 
ELIZABETH  CITY 
905 Halstead Blvd., Unit 14 & 15  
Elizabeth City, NC 27909 
252 331 2151Phone 
252 338 0877 
252 338 0850 Fax 
 
NEW BERN 
800 Cardinal Road  
New Bern, NC 28562 
252 633 3855 Phone 
252 633 1548 Fax 
252 229 9483 After-Hours Crisis 
 
RALEIGH  
8374 Six Forks Road Suite 101 
Raleigh, NC 27615 
919 890 5852 Phone 
919 896 6443 Fax 
919 980 1373 After-Hours Crisis 
 
WILMINGTON 
725 Wellington Avenue 
Wilmington, NC 28401 
910 392 4881 Phone 
910 392 9559 Fax 
910 465 6299 After-Hours Crisis 
 
HICKORY 
738 4th St. SW 
Hickory, NC 28602 
828 468 8624 Phone 
828 707 9533 Fax 
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Definitions 
 
What is a right? 
Something you can do by law. 
 
What is a rule? 
A standard or expectation set by an institution (program or the State) to 
create a safe and productive environment.  
 
What is a responsibility? 
A task given to you that you are expected to do to the best of your ability. 
 
The Services We Provide 

● Day Treatment (Charlotte and New Bern Locations) 
● Diagnostic and Clinical Assessment  
● Family Foster Care  
● Therapeutic Foster Care 
● Intensive Alternative Family Treatment 
● Intensive In Home Services 
● Outpatient Treatment - Individual, family, and groups 
● Psychiatric Services  
● Family Centered Treatment (FCT) 
● Applied Behavior Analysis (ABA) 

 
We provide treatment interventions in a variety of Evidence Based Practice 
(EBP) and best practice methods including, but not limited to, FCT, 
Ecosystemic Structural Family Therapy Model (ESFT), Seeking Safety, 
Cognitive Behavioral Therapy, Trauma Focused Cognitive Behavioral 
Therapy (TF-CBT), Positive Parenting Program,  Aggression Replacement 
Training®, Cognitive Behavioral Intervention for Trauma in Schools 
(CBITS), Positive Action© (PA), Applied Behavior Analysis, Pressley Ridge, 
Together Facing the Challenge, and Motivational Interviewing. Each region 
may also have clinicians who have specialized training in additional 
Evidence Based Practices. 
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Your Rights 
Each consumer has rights, whether in residential care or receiving non-
residential services.  In addition, because of the temporary or permanent 
separation from and the loss of parents and other family members, the 
consumer in placement requires special safeguards, resources, and care. 
 

1. You have the right to choose goals that will lead to the kind of life 
you want for yourself. If AFS is unable to provide the services you 
need, we will assist you in finding an agency, program, doctor, or 
counselor to provide the treatment or support that will help you 
meet your goals regardless of cost or benefit coverage. 

2. You have the right to develop your own person-centered plan with 
the help of persons you choose, to have a copy of your treatment 
plan by requesting it from your assigned treatment provider, and 
to review it from time to time to see how you are doing.  You have 
the right to make choices about the services and supports you 
receive and who provides them. 

3. You have the right to know the cost of services.  Fees for services 
will be discussed with you at your first visit as needed.  If this does 
not occur, please let our staff know.  You may ask for a listing of 
charges for services and to be considered for a sliding scale fee. 

4. You have the right to be served in the lowest level of care that is 
capable of meeting your physical, social, emotional, and cultural 
needs. 

5. You have the right to be treated with dignity and respect without 
abuse, neglect, financial or other exploitation, retaliation, and/or 
humiliation. 

6. You have the right to know the nature of treatment interventions 
that shall be employed to obtain the person centered goals and to 
understand the risks and benefits of these interventions. 

7. You have the right to receive services that give you the most 
freedom possible to be an independent person and to have the life 
you want. For minors under age 18, a parent or a legal guardian 
may make treatment and service decisions for you or with you. 

8. You have the right to receive information about AFS and the 
services we provide, including information about your rights and 
responsibilities and how to make a complaint, grievance, or make 
an appeal. 

9. You have the right and responsibility to understand your 
challenges, illness, addiction, and/or developmental disability. 
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10. You have the right to access medical care and habilitation 
regardless of your age or degree of mental health, substance abuse, 
or developmental disability. 

11. Taking medication may be part of your person centered plan. You 
have the right to understand how the medication may help you, as 
well as any side effects and/or risks. 

12. You have the right to refuse recommended or prescribed 
medication and the right to request a change in your medication 
(with the understanding that prescribed medication is a part of 
treatment). Your doctor or nurse (or designee) is responsible for 
explaining the risk and/or harm to you if you refuse to take the 
medication suggested. 

13. You have right to receive medication for its intended purpose only 
and to take the lowest effective dose (medicine should never be 
used as a form of punishment). 

14. You have the right to confidentiality and privacy (See 
Confidentiality/Privacy/HIPAA Section). 

 
Your Rights in AFS Foster Homes 
When you receive care in a 24-hour facility or one of our foster homes, you 
typically have more rights than what are outlined in this booklet. You must 
be told about these rights within 72 hours after going into the facility.  Upon 
initiation of foster care, designated staff members or your foster parent may 
search you and your belongings to prevent dangerous objects or illegal 
drugs from being brought into the home, and to prevent harm to self and/or 
others. The home itself may be searched if staff or foster parents believe 
these items are present. Access Family Services will not search adult 
consumers. 
  
You also have the right: 

1. To contact and consult with your parent or guardian or the agency 
or person that has legal custody of you. 

2. To contact and consult with, at your expense or that of the person 
legally responsible for you, lawyers, private doctors and private 
mental health, developmental disabilities and substance abuse 
professionals that you or your legally responsible person chooses. 

3. To contact and talk with the Access Family Services’ Quality 
Improvement Director or other advocates.  

4. To maintain contact with your parents and family members unless 
parental rights have been terminated, relinquished, are restricted 
by the court/DSS, or contact is found to not be in your best interest.  
THE CHILD’S TREATMENT TEAM WILL ASSIST IN DETERMINING 
AMOUNT AND TYPE OF CONTACT. 
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5. To have the opportunity for sibling visits and contact when a 
sibling group is not placed in the same home, unless restricted by 
court/DSS. 

6. To send and receive mail and have writing materials, stamps, and 
help from staff when necessary. 

7. To have telephone conversations with family members unless this 
is not in your best interest or it is court ordered. Long distance calls 
will be at your own expense or made collect. 

8. To have visitors with staff or family supervision, when it does not 
cause problems with treatment or school. 

9. Rights may be restricted in some circumstances by your doctor or 
therapist. There is a special procedure for this restriction. 

10. To have structure and proper adult supervision and guidance that 
respects your rights and responsibilities. 

11. To have a clear understanding of your rights and to be 
communicated to in a manner that is meaningful to you. 

12. To have opportunities to mature physically, emotionally, 
intellectually, socially, and vocationally. 

13. To receive the appropriate medical and dental care (annual 
physicals and biannual dental check ups). 

14. A consumer must not be required to use his/her personal money to 
pay for room and board. 

15. Money a consumer earns or is given as a gift or allowance must be 
his/her personal property.   

16. A consumer must be allowed to bring personal possessions to the 
foster home when he/she is placed and allowed to acquire other 
personal possessions.  Any limits on the kinds of possessions a 
consumer may or may not receive must be discussed with the 
consumer and treatment team. 

17. To receive appropriate educational services and job related 
training according to state and federal law in the least restrictive 
environment. 

18. To be outside daily and participate in play, recreation, and physical 
exercise according to your needs when in Level II therapeutic care 
or in residential treatment. 

19. Consumers must have an opportunity to participate in community 
functions and recreational activities.  Consumers are placed with 
like families when possible.   

20. To keep and use your own clothing and belongings with 
supervision except as forbidden by law (AFS staff will help you 
make a list of clothing and belongings to prevent loss as needed). 

21. To have access to a place to store your own belongings. 
22. To have access to and spend a reasonable amount of your own 

money. 
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23. To keep a driver’s license unless prohibited by law. 
24. To dignity, privacy, and human care in the provision of personal 

health, hygiene and basic grooming care.  You have the right to 
training of and access to appropriate items to address, health, 
hygiene, and basic grooming needs. 

25. To have the freedom to make religious and other decisions that are 
culturally desirable and such preferences being responded to as 
reasonably possible. 

 
You have the Right to Confidentiality & Privacy 
Your right to confidentiality about your treatments or services is protected 
by law. Your records and other information about you will not be shared 
with other agencies or persons without your signed permission. You can 
withdraw permission at any time. You can ask that only certain parts of 
your record be shared.  Sometimes the law may require Access Family 
Services to share information about you and the services you receive.  
 
Exceptions to Confidentiality and Privacy Practices 
There are certain circumstances in which confidential information can be 
disclosed without consent. These exceptions are as follows: 

1. The court may order us to release your records.  
2. If an individual receiving service from AFS is a defendant in a 

criminal case and a mental evaluation has been ordered, the facility 
shall send this report to the court and specific court officials. 

3. AFS may disclose confidential information to an attorney who 
represents AFS or an employee of AFS if the information is relevant 
to the case.  

4. AFS may disclose confidential information for purposes of 
complying with Article 3 of Chapter 7B and Article 6 of Chapter 
108A of the General Statutes or as required by other State or 
Federal Law.  

5. If you are deemed to be in imminent danger to the health and 
safety of yourself or to others, or if there is the likelihood of the 
commission of a felony or violent misdemeanor,  we are required 
by law to inform authorities of the required information. If due to 
this behavior, we need to petition the court for involuntary 
commitment or file for an adjudication of incompetency.  

6. Special confidentiality rules may apply if you have a legal guardian, 
are under age 18, and/or are receiving treatment for drugs and/or 
alcohol.   

7. When a minor is receiving services and his/her parents are 
divorced, both birth parents may have access to their child’s record 
unless their parental rights have been taken away by court order. 
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8. We are required by law to report suspected abuse, or neglect, 
humiliation, and/or exploitation of children, adolescents and/or 
adults. 

9. We may disclose the fact of admission or discharge of a client to the 
next of kin when it is determined by the responsible professional to 
be in your best interest. 

10. An internal client advocate can be granted access to reports and 
other confidential reports necessary to fulfill monitoring and 
advocacy functions. 

11. In the event that a client leaves a 24hr.  facility without permission 
and/or returns , we are required to notify the appropriate 
authorities.  

12. AFS may share confidential information including NCTOPPS data, 
with any other facility, state or local government entity or with the 
Secretary of NC DHHS when necessary to coordinate appropriate 
and effective care, treatment or habilitation or when conducting 
quality assessment, and improvement activities, audits and 
evaluations. 

13. A physician, facility or other individual responsible for evaluation, 
management, supervision or treatment of individuals examined or 
committed for outpatient treatment under the provisions of Article 
5 of this Chapter my request, receive and disclose confidential 
information to enable hem to fulfill their responsibilities.  

14. AFS may furnish confidential information to the Division of Adult 
Correction of the Division of Public Safety if they determine that an 
inmate under their domain is determined to need mental health 
treatment.  

15. AFS may exchange confidential information to a healthcare 
provider who is providing emergency medical services; disclosure 
is limited to that necessary to meet the emergency.  

16. A responsible professional of AFS may disclose advance 
instructions for mental health treatment to a qualified professional 
when the responsible professional determines this is necessary to 
abide by and comply with the advance instruction.  

17. AFS may disclose confidential information to a provider of 
contracted support services if the contract stipulates that if the 
support services provider receives, stores or processes such 
information, it will be safeguarded and free from further 
disclosure.  

18. If AFS believes a consumer is eligible for government sponsored 
financial benefits or educational services confidential information 
may be disclosed to a State, Local or Federal government entity. 
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19. Upon specific request, a responsible professional may release 
confidential information to a physician or psychologist who 
referred the client to the facility. 

20. AFS may provide family members with a legitimate role in the 
therapeutic services offered notification of the client’s admission, 
discharge, transfer to another facility, decision to leave against 
medical advice, and referrals and appointment information for 
treatment after discharge, after notification to the client that this 
information has been requested.  

21. AFS may disclose confidential information to persons responsible 
for conducting general research or clinical, financial or 
administrative audits.  

22. The Secretary of NC DHHS may have access to confidential 
information for purposes of research and evaluation in the areas of 
mh/dd/sas.  

 
Search and Seizure 
You have the right to be free from any search of your person or property 
without just cause. Some programs of Access Family Services have special 
procedures about Search and Seizure which will be explained to you before 
you receive services. Access Family Services will not search adult 
consumers. 
  
You have the Right to be Safe with AFS 

1. No consumer, staff, or individual shall engage in any act of violence 
while at AFS. 

2. No weapons, knives, or firearms are allowed on AFS premises.  In 
the event that weapons are brought on the property, individuals 
will be asked to remove the weapon from the property.  If an 
Individual fails to adhere to these safety precautions then he/she 
may be escorted off the property and not allowed to return. The 
case may be reviewed by the Client Rights Committee (or 
designated reviewer) for reconsideration and the consumer will be 
notified accordingly.  At no time should a consumer attempt to take 
a weapon from an armed individual.  

3. No illegal drugs, controlled substances, or alcohol are allowed on 
AFS premises (a consumer's prescribed medication may be 
administered and/or transferred to legally responsible individuals 
and properly documented in accordance with AFS policies and the 
consumers Person Centered Plan.  An underage consumer shall 
never transport his/her own medication.)  

4. The use of tobacco products is prohibited in all facilities of AFS.  
Tobacco use in external areas of the facility is clearly marked and 
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those areas are the only locations in which individuals will be 
allowed to use tobacco products while on AFS premises. 

5. All individuals affiliated with AFS shall adhere to standard 
precautions regarding personal care to eliminate the transfer of 
any and all infectious disease 

a. Standard Precaution 
i. Wash hands with soap and water for at least 15-

20 seconds 
ii. Cover your cough/sneeze and wash hands after 

coughing, sneezing, and/or blowing your nose 
iii. Avoid touching your nose, mouth, and eyes (germs 

spread this way) 
iv. Use gloves located in first-aid kits to respond to 

any emergency 
v. Use tissue to open doors and turn off water  

vi. If you are contagious stay away from the facility 
6. All individuals affiliated with AFS shall be made aware of how to 

respond to emergencies related to medical concerns, power 
outages, fire, bomb threats, natural disasters, lock down 
procedures, accident and vehicle emergencies, and other 
emergencies (see Safety Overview) 

 
Any time consumer rights are restricted due to consumer violations, rights 
(privileges) may be reestablished following review of the incident by any or 
all of the following: the designated supervisor, Client Rights Committee, 
Quality Improvement Team, State Clinical Director, and Leadership.  
Depending on the severity of the infraction, the Managed Care Organization, 
Local Authorities, and/or Legal Counsel may be involved in the decision 
making process.  Consumers will be notified in writing, as appropriate, 
regarding any decision to reinstate privileges.  
 
Abuse and Neglect Policy for Consumer Protection 
Employees and therapeutic foster parents of Access Family Services are 
responsible for reporting 
abuse/neglect/humiliation/exploitation/retaliation or suspected abuse or 
neglect.   A report must be filed with the County Child Protective Services or 
Adult Protective Service.   
 
Specific statutes are in place to help prevent abuse and neglect.  The 
following are outlined below:  
 
N.S.G.S. 14-318.2 Child abuse is a general misdemeanor. (A) Any parent of a 
child less than 16 years of age, or any, person providing care or supervision 
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of such a child, who inflicts physical injury, or who allows physical injury to 
be inflicted or creates or allow to be created substantial risk of physical 
injury, upon or to such child by other than accidental means is guilty of the 
Class A1 misdemeanor of child abuse.  (B)  The Class A1 misdemeanor of 
child abuse is an offense additional to other civil and criminal provisions 
and is not intended to repeal or preclude any other sanctions or remedies 
and punishable as provided in G.S. 14-3 (a). 
 
N.C.G.S 14-3 Punishment of misdemeanors, infamous offences, and offenses 
committed in secrecy and malice or with deceit and intent to defraud.  (A)  
Except as provided in subsection (B), every person who shall be convicted 
of any misdemeanor for which no specific punishment is prescribed by 
statute shall be punishable by fine, imprisonment for a term not exceeding 
two years, or by both, in the discretion of the court. 
Access Family Services ensures that appropriate measures are taken to 
ensure that the consumer is protected from physical, sexual, psychological, 
and fiduciary abuse; harassment and physical punishment, and humiliating, 
threatening, or exploiting actions. 
 
Safety Overview 
In the event of an emergency while on AFS property, all consumers should 
follow the instructions given by their provider (or designee) and follow the 
safety procedures as indicated for the particular emergency.    

1. Fire:  stay with your provider to exit the facility, close the door 
behind you and go to the designated meeting location outside of 
the building for further instructions (do not open doors that are too 
hot to touch). 

2. Power Failure:  stay with your provider and use emergency lighting 
as needed.  Stay calm and follow the instructions of your provider 
(safety equipment, including flashlights, are available at your 
facility). 

3. Violence:  stay with your provider.  Report any violence to your 
provider (weapons, knives, other firearms).  Exit location if 
possible, yell for help if safe to do so, pull alarm system if safe to do 
so, and call local authorities.  Stay calm and follow the instructions 
of the provider.  Do not attempt to engage in a physical altercation 
with a person who is threatening violence.   

4. Bomb Threats:  stay with your provider.  Do not touch any 
suspicious object or package.  The provider or responsible 
individual will contact the authorities as indicated for safety 
protocol.   

5. Lock Down:  stay with your provider.  Stay calm, go to the 
designated safe area, stay away from windows, turn off lights and 
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silence any technology that may alert the assailant.  Do not open 
locked doors unless instructed to do so by proper authorities.  Stay 
in the designated location until instructed to respond differently.   

6. Spills:  stay with your provider.  Report any spills to your provider 
or the front desk associate.  Spill kits are located in the office for 
clean-up by designated staff.  Follow evacuation instructions as 
needed. 

7. Earthquake:  stay with your provider and go to designated safe 
room.  Take cover immediately under a secure desk/table as 
applicable, cover your head and neck.  Stay in designated location 
until further instructions are provided. 

8. Hurricane:  be aware of emergency procedures being provided 
through the local emergency system. Know the community 
emergency plans.  Stay with a trained adult who is prepared for the 
emergency.  Make sure needed first aid kits, water, sleeping bags, 
medications, food, personal hygiene supplies, and clothing are 
available.   

9. Tornado:  stay with your provider.    Stay away from windows and 
go to the identified safe room within the facility. Go to the nearest 
shelter location if possible and as needed.  Cover your head and 
neck and if you have something sturdy go under it and stay until 
further instructions are provided. 

10. Floods:  stay with your provider or trained adult who is prepared 
for the emergency.  The responsible adult should know the flood 
risks in advance, be aware of evacuation routes, keep automobile 
fueled, and store emergency supplies.  Never attempt to walk or 
drive through areas that are submerged or covered with water. 

11. Vehicle emergency: stay with your provider.   All AFS associates are 
required to have standard first aid equipment in their vehicle.  
Associates are trained in administering standard First-Aid and CPR.  
Stay calm and do not contribute to the emergency.  Follow the 
instructions of your provider.  All vehicle accidents shall be 
followed-up with a call to the emergency response system. 

12. Medical Emergency:  stay with your provider who will follow the 
required emergency response protocol.  Associates are trained in 
administering standard First-Aid and CPR and will call 911.   

13. First Aid: kits are located at the facility in designated locations 
including the reception area, treatment rooms, and kitchens.  Make 
sure you know where first aid kits are located in your region. 

 
Individuals may be subject to random safety drills while at AFS. 
 
Your Responsibilities 
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Together with our providers it is our responsibility to inform you about 
your rights and work to protect your rights. You have responsibilities as a 
consumer, too. These are ways you can be a responsible consumer: 

1. Share with us the facts about the problems with which you want 
help. Bring a list of all other professionals and service supports 
providing care for you and tell us about any other problems for 
which you are getting treatment, including medical issues. 

2. Follow your person-centered plan once you have agreed to it. 
3. Keep all appointments or give notice 24 hours before an 

appointment if you cannot come in. 
4. If you receive psychiatric services from us, bring in your medicine 

bottles and all other medications you have been prescribed from all 
other doctors (including over-the-counter medicine and herbal 
supplements). 

5. Provide us with a copy of all medical insurance cards, i.e. Medicaid, 
Medicare, Health Choice, and any private insurance carrier. 

6. Let us know about changes in your name, insurance, address, 
telephone number, or your financial status.   

7. Pay your bill or let us know about problems you have in paying. 
8. Treat staff and other consumers with respect and consideration. 
9. Follow the rules of the program where you receive services. 
10. Let us know when you have a suggestion, comment or complaint so 

we can help you find a solution. 
11. Respect the confidentiality and privacy of other consumers. 
12. Be involved in developing and reviewing your person-centered 

plan. 
13. Adhere to all safety requirements of AFS.    

 
You have the Right to Make a Complaint and/or File a Grievance 
If you are dissatisfied with a service, feel you have not been treated fairly, 
or that any of your rights have been violated, you have the right to make a 
complaint at any time.  You may ask anyone you choose to help you make a 
complaint.   

1. Try to talk about your problem first with the staff you receive 
services from and give them a chance to help solve the problem.  

2. If you are not satisfied after speaking with your staff person, 
contact your regional administration or one of the Key Contacts 
listed at the beginning of the handbook. 

3. If after talking with one of our Key Contacts you are not satisfied, 
you may file a formal written grievance with our Quality 
Improvement Director. You will receive a response to the written 
grievance within 72 hours. If you are not satisfied with the 
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response, the written grievance will be forwarded to the Consumer 
Rights Committee. 

4. You may contact Disability Rights of North Carolina at 1 877-235-
4210 or (919) 856-2195 or 1-888-68-5535 (TTD Line) if you feel 
that your rights have been violated. 

 
You Have the Right to Appeal Decisions 
Any decisions made by Access Family Services, Inc. about the care you 
receive can be appealed. If you do not agree the recommendation of 
services provided by Access Family Services, you may request an appeal by 
the Clinical Supervisor and Regional Director for your location. If you are 
already receiving services, those services will continue until a review is 
completed and any appeal is settled. 
 
If you do not agree with a denial of services from the local Managed Care 
Organization (MCO), you will receive a letter explaining how to appeal this 
decision locally or at the state level (Medicaid services only).  Access Family 
Services’ staff will assist you with the process for filing an appeal with the 
MCO as needed. 
 
You Have the Right to Refuse Treatment 
Before you agree to your treatment plan and sign it, you will be told of the 
benefits and risks involved in the services you will receive. You have the 
right to consent to your plan and you also have the right at any time to 
refuse the services without threat of or termination of services except as 
outlined in the Statute. Consent for treatment may be withdrawn at any 
time. 
 
The risks or harm of refusing treatment or services will be explained to you. 
The only time you can be treated without your consent is in an emergency 
situation. Some examples would be if you are thought to be a danger to 
yourself or others, when treatment has been court-ordered, or if you are a 
minor and your parents have given permission. 
 
You Have the Right to Request Your Records 
If you wish to see your records, you have the right to do so except in some 
situations described in law and according to agency procedures. You have 
the right to have those situations explained to you. If you wish to see or get 
an electronic or paper copy of your record, please ask your assigned 
treatment provider. We will provide a copy of this to you within 10 
business days at no charge to you. You can request to have information in 
your medical record corrected or amended; we may say “no” to this but will 
explain why either verbally or in writing. You can ask for a list of who we 
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have shared information with and why this has been shared for the length 
of treatment. In the event, your record is not maintained by our agency, we 
will provide you with the necessary contact information to allow you to 
access your records directly from that entity.  
 
You have the Right to Make Advance Instructions 
In North Carolina, Advance Instruction for Mental Health Treatment is a 
legal document that tells doctors and health care providers what mental 
health services or treatment you would want and what services or 
treatment you would not want if you later become unable to decide for 
yourself. You can name a person to make health care decisions for you if 
you are not able to make them yourself. This must be done legally as part of 
a Health Care Power of Attorney. Your case manager, case coordinator, 
therapist, nurse, doctor or Access Family Services Quality Improvement 
Director can tell you more. A consumer advocate may help you file the 
papers for advanced instructions. In the event such documents are created 
the documents shall become a part of your medical record and we will 
allow that person to exercise your rights and make choices about your 
health information. We will make sure the person has the authority to act 
before we take any action.  

 
Use of Therapeutic Holds 

1. Access Family Services utilizes the North Carolina Interventions 
“NCI” curriculum in its Day Treatment and ABA program only. Staff 
use NCI interventions in an emergency if you become a danger to 
yourself or others or to property. You have the right to refuse a 
planned intervention if it is suggested as part of your person-
centered plan. Parents and guardians may approve these planned 
interventions. 

2. To protect you, there are very strict rules for staff about using NCI 
interventions. Only trained staff may use therapeutic holds. 
Punishment is never allowed. Staff must protect you from harm 
while you are in our programs and must report any form of abuse, 
neglect, humiliation or exploitation. 

3. A number of safeguards must be in place if these interventions are 
used.   You or your parent/guardian have a right to request to be 
told if an intervention is used. 

4. If you are a minor and admitted yourself, your parent or guardian 
has the right to talk with your program staff and know when you 
are discharged.  

5. Some emergencies may require police help or that a legal process 
be started to admit someone to a hospital against their will. 
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6. Staff may never use these NCI techniques for reasons other than 
the intended purpose to include danger to self, others, and/or 
severe property damage. 

 
You Have the Right to Get Information About Your Rights and 
Responsibilities and to Know the Rules of Your Program 
When you start a service or program with Access Family Services, you have 
the right to learn about the rules you are expected to follow and what the 
consequences are for not following the rules.  You should expect us to 
provide you with a copy of the rules and consumer rights before you begin 
receiving services.  If you do not receive a copy of the rules and rights or if 
you believe your program is not following its own rules and rights, contact 
the local Regional Director in your program or Access Family Services’ 
Quality Improvement Director at 704 521 4977 to obtain an electronic or 
paper copy. 
 
If you do not follow your program rules, you may be asked to leave our 
treatment programs or may be suspended or expelled. You and your team 
may meet to decide if you need a different kind of service if your condition 
meets “medical necessity for that service“.  You have the right to appeal that 
decision. 
 
State and Rights Advocates 
An advocate is someone who is not directly involved with your treatment or 
service but who has the knowledge and ability to speak with you about your 
rights. The advocates listed provide their advocacy services free and most 
phone calls are free. In most cases the hours are from 8:00 am to 5:00 pm, 
Monday through Friday. 
 
• Disability Rights North Carolina 
ensures the rights of all state citizens 
with disabilities through individual 
advocacy and system change.  
919 856 2195 
877 235 4210 
888 268 5535 TTY (Deaf & Hard of 
Hearing) 
919 856 2244 Fax 
Email: info@disabilityrightsnc.org 
www.disabilityrightsnc.org 
Se habla espanol  
 

• Family Connection of South Carolina-A 
statewide nonprofit organization with the 
mission to strengthen and encourage families 
of children with special healthcare needs 
through parent support. 
800 578 8750 
http://www.familyconnectionsc.org/  

 

http://www.disabilityrightsnc.org/
http://www.familyconnectionsc.org/
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• NC Mental Health Consumers 
Organization, Inc. provides support 
and advocacy for other mental health 
consumers. 
800 326 3842 
http://www.ncmhco.org 
 

• The ARC of North Carolina is a non-profit 
organization advocating for rights of persons 
with developmental disabilities. 
800 662 8706 
http://www.arcnc.org 

• National Alliance on Mental Illness - 
North Carolina (NAMI) is an 
organization made up of mental health 
consumers and their families. 
800 451 9682 
www.naminc.org 
 

• North Carolina Department of Health and 
Human services Division of Service 
Regulations (DHSR) Complaint Intake Unit 
800 624 3004 
919 855 4500 

• South Carolina Department of 
Disabilities and Special Needs 
803 898 9600 
http://ddsn.sc.gov/Pages/default.aspx  
 

• South Carolina Autism Society 
800 438 4790 
http://scautism.org/  

 

• South Carolina Department of Health 
and Human Services 
888 549 0820 
https://www.scdhhs.gov/  

Office for Civil Rights 
1-877-696-6775 
www.hhs.gov/ocr/privacy/hipaa/complaints./ 

CLIENT RIGHTS ACKNOWLEDGEMENT & ORIENTATION TO SERVICES 
 
This form is to be signed by the appropriate individuals and made a part of 
the consumer’s record. By signing below, you acknowledge that your Client 
Rights Handbook has been reviewed with you to include your rights, HIPPA, 
Privacy and, Confidentiality practices, a safety overview, abuse and neglect 
policy, and grievance procedure, and. As a consumer and/or legal guardian I 
am aware and fully understand and agree to my rights and agency policies 
as presented by Access Family Services, Inc. 
 
 
_________________________________________              ______________________ 
Parent/Legal Guardian Signature               Date 
 
_________________________________________              ______________________ 
Consumer Signature                 Date 
 
_________________________________________               ______________________ 
AFS Witness Signature                 Date 

http://www.ncmhco.org/
http://www.arcnc.org/
http://www.naminc.org/
http://ddsn.sc.gov/Pages/default.aspx
http://scautism.org/
https://www.scdhhs.gov/

