PENINSULA RSN

@ ADMINISTRATION POLICIES AND PROCEDURES

Policy Name: SENTINEL EVENTS Policy Number: 2.01

Reference: DSHS Contract,
RCW 9.94A.030 (5)

Effective Date: 7/2007
Revision Date(s): 5/2007

Approved by: PRSN Executive Board

CROSS REFERENCES

- Form: Sentinel Events Incident Reporting Form
- Plan: Quality Management Plan
- Policy: Corrective Action Plans

PURPOSE

The Peninsula Regional Support Network (PRSN) shall ensure all sentinel events that it
becomes aware of that occur within the provider network are reported to the
Department of Social and Health Services (DSHS) and reviewed in a standardized way.

DEFINITIONS

Sentinel events are those events or occurrences which place part or all of the PRSN/
pre-paid inpatient plan (PIHP) system at risk, or which represent an unusual occurrence
which may provide an opportunity to improve system effectiveness, efficiency, integrity
or safety.

Examples of sentinel events include, but are not limited to:
e Homicide.
e Attempted homicide.
e Suicide or death under unusual circumstance.

e Abuse, neglect and/or exploitation of consumer by a PRSN staff, provider or
subcontractor employee or volunteer.
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Incidents that are referred to Medicaid Fraud Unit.

Violent acts.

Events where the potential for negative media coverage exist.
Allegation of rape or sexual assault.

In addition to all incidents described above, the contractor is required to utilize
professional judgment and report incidents that fall outside the scope of this
section.

PROCEDURE

Provider Record

Each contractor and subcontractor maintains a record of all sentinel events and utilizes
PRSN Sentinel Event Form capturing the following needed information:

1.

2.

Agency name, date, time and location of the incident or event.
Identity of all persons involved.

Description of the incident.

Results of the incident.

Potential risks represented by adverse incident.

Any outcomes or responses to the incident.

Any implications to the service delivery system at the provider or subcontractor
and regional level.

Recommendations to prevent, lessen or intervene with similar incidents in the
future.

How the sentinel event has been reviewed as part of the provider’s or
subcontractor’s overall quality management process.

Reporting Requirements

1.

Providers and subcontractors will report sentinel events to the PRSN Care
Coordinator during the same business day in which the provider or subcontractor
becomes aware of such an event. If the event occurs after business hours,
notice must be given as soon as possible during the next business day.
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2. Ifthe PRSN Care Coordinator is unavailable, the provider or subcontractor will
report the sentinel event to the PRSN Administrator. If the PRSN Administrator
is not available, the provider or subcontractor will report the sentinel event to
PRSN staff available.

3. The PRSN will report the incident the Department’s Incident Manager within two
hours of provider or subcontractor notification. If the event occurs after business
hours, notice shall be given as soon as possible during the next business day.

The PRSN notification to the Department will include:
- A written description of the event.

« Provider or subcontractor name, date, time and location of the incident or
event.

« Identity of persons involved in the incident (consumer and employees).

- Any actions taken in response to the incident and the reason for those
actions.

- Any implications to the service delivery system.
- Timeframes for additional follow-up, if requested by the MHD

4.  The contractor will notify the following agencies or any others when required
by law:
e Adult Protective Services
e Child Protective Services
e Department of Health
e Local Law Enforcement
e Medicaid Fraud Control Unit
e Washington State Patrol

Incident Review

The PRSN has the responsibility of overseeing PRSN funded services provided by the
network providers and subcontractors. The PRSN shall be provided access to clinical
documentation and agency documentation (i.e. QA Committee or Safety Committee
notes) to investigate adverse incidents and potential for negative media events.

1. When requested by the MHD, the PRSN will work with the provider(s) to give
follow-up information to the MHD within two weeks of the original notification
regarding the efforts to prevent or lessen the possibility of future similar incidents.

2. All sentinel events reported to the PRSN are reviewed at the next monthly
Quality Improvement Committee (QUIC) meeting. As part of the PRSN Quality
Management Plan, the QUIC will review the sentinel event and may make
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recommendations or request further action from the provider or subcontractor
and the PRSN.

e Regular review of sentinel events is designed to identify trends and
implement regional processes with the intent to avoid or reduce the impact
of such events in the future.

MONITORING
This policy is mandated by statue and contract.

1. This policy will be monitored through use of PRSN:
e Annual PRSN Provider and Subcontractor Administrative Review.
e Targeted provider clinical chart review of incident chart.
e Targeted review of provider critical incident file.

e Quality Management Plan QUIC activities, such as review of sentinel
events to identify trends and make recommendations to the PRSN.
Reference the PRSN Quality Management Plan.

2. If a provider performs below expected standards during any of the reviews listed
above a corrective action will be required for PRSN approval. Reference PRSN
Corrective Action Plan Policy.
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PRSN INCIDENT REPORT FORM

Community Mental Health Centers must complete this form when reporting incidents related to persons with mental
iliness who have an open case with the RSN and who are the alleged victims or perpetrators of the events listed below.
Violent Act, per RCW, (Act that results in charges or pending charged).

RSN AND INCIDENT INFORMATION

Today’s Date:
Date RSN was notified:
Reporting RSN: Select

Date of Incident:
Time of incident:
Location of incident:

Name of Contacting Person:

Brief description of the incident:

TYPE OF INCIDENT

Incident Type:Select Violent Act (that results in charges or pending charged) If Other:

OTHER AGENCY/FACILITIES NOTIFIED/INVOLVED

Other Agencies notified: Select
[ ] Other Agencies/Facilities involved:

CLIENT INFORMATION

Last Name: First Name:

INVESTIGATION INFORMATION (If required by Mental Health Division)

Date of Investigation: Name of Investigator (facility/agency staff):
Email:

Telephone: Fax:

FOLLOW-UP/CORRECTIVE ACTION INFORMATION (If required by MHD)

Date of Follow-upl: Follow-up1l action taken:

[ ] Case closed
Date case closed:

[ | Referral required
Agency of Referral:
Date of referral:

[ ] Corrective Action Plan Corrective Action taken:

Complete Incident Report form and fax to Toby Bingham, PRSN Coordinator.
Email: tbingham@co.kitsap.wa.us

Fax: (360) 337-5721

Mail: 614 Division St. Port Orchard WA 98366

MS: #23

Phone: (360) 337-4872
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) ADMINISTRATION POLICIES AND PROCEDURES
Policy Name: ADVANCE DIRECTIVES Policy Number: 2.02

Reference: DSHS Contract, RCW 71.32, and 42 CFR 438.6
Effective Date: 7/2005
Revision Date(s): 7/2009

Approved by: PRSN Executive Board

CROSS REFERENCES

e Policy: Corrective Action Plan
« Policy: Crisis Prevention Plan Standards

PURPOSE

The Peninsula Regional Support Network (PRSN) network providers shall provide
information to all adult consumers regarding their right to create an advance directive.
Advance Directives shall include and demonstrate an individual’s voice in developing
the plan(s).

PROCEDURE

1. Information must be provided to enrollees at the time of their enrollment in the
mental health system:

a. At the time of enroliment all adult persons must receive information regarding:

e The person’s rights regarding advance directives under Washington State
law

e A description of the applicable state law
e Information regarding the implementation of these rights

2. The network community mental health providers must periodically make persons
aware of the option to enter into an advance directive.

3. The network community mental health providers must display educational
material regarding advance directives, such as the PRSN Advance Directives
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brochure, including rights under the law of the state to any service receipt that
requests it.

4. The network community mental health providers must:

e Assist adult persons who are interested in developing and executing an
advance directive

e Document, in the adult person’s clinical record, whether or not the adult
person was provided the information and whether an advance directive
was executed

» Not discriminate against an adult person because of his or her decision to
execute or not to execute an advance directive

» Provide a copy of a person’s executed advanced directive, or
documentation of refusal, to the acute care primary care provider (PCP)
for inclusion in the person’s medical record.

e Provide advance directive information to the enrollee’s family or surrogate
in the same manner that it issues other materials (in accordance with state
law) to an individual is incapacitated at the time of initial enroliment and is
unable to receive information or unable to articulate whether or not he or
she has executed an advance directive.

Ensure follow-up procedures to verify the advance directive information is
given to the individual at the appropriate time (i.e. once he or she is no
longer incapacitated or unable to receive such information).

e Inform individuals that complaints concerning non-compliance with the
advance directive may be filed with the state survey and certification
agency.

e Develop an internal agency mechanism for easy identification of clinical
records with Advance Directives, such as for crisis response workers.

MONITORING
This policy is mandated by statue and contract.

1. This policy will be monitored through use of PRSN:
e Annual PRSN Provider and Subcontractor Administrative Review
e Monthly Provider Crisis Chart Review
e Biennial Provider Quality Review Team On-site Review.

2. If a provider performs below expected standards during any of the reviews listed
above a Corrective Action Plan will be required for PRSN approval. Reference
PRSN Corrective Action Plan Policy.
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What is an Advance
Directive

An advance directive is a legally
enforceable document that allows a
person to specify what treatment
he/she wishes to receive, or not
receive, in the event that he/she
later becomes unable to make
treatment decisions.

Many people with mental illness are
highly capable individuals who
experience times when their
decision making ability breaks
down. Itis advance planning that
allows them to maintain control of
their lives during these episodes of
illness and to avoid mental health
crises altogether. An Advance
Directive offers this opportunity for
planning.

Benefits of Advance
Directives

There are many benefits of developing
and utilizing an Advance Directive. An
Advance Directive:

e Preserves the dignity and self-
determination of individuals with mental
illness.

e Provides an opportunity for mental
health consumers to voice their desires
and take active responsibility for their
treatment.

» Promotes a cooperative working
relationship between mental health
consumers and providers.

e Allows family and friends to better
support a mental health consumer in
crisis.

e Encourages individualized care in which
a consumer can specify:

1. Types of medications that are helpful
or harmful

2. Who should be notified or allowed to
visit if a person is hospitalized

3. What arrangements need to be
made to care for children or pets

4. What type of treatment has been
helpful in the past

5. Many other things

How Do | Put Together an
Advance Directive

To develop your individual Advance
Directive:

e Read the law on line at
http://www.leg.wa.gov. Follow the links
to Laws & Agency Rules. Look under
the Revised Code of Washington for
RCW 71.32.

e Talk with your case manager, therapist
or psychiatrist

e Call your Bridges Mental Health
Ombuds Service: 1-888-377-8174

» Contact the Peninsula Regional
Support Network:

614 Division Street MS-23
Port Orchard, WA 98366-4676
(360) 337-4604 or
1-800-525-5637

e Call the Division of Behavioral Health
and Recovery Office of Consumer
Affairs: (360) 725-1353

Complaints related to following directives
for psychiatric care may be filed with the
compliance section of the Division’s

Compliance Officer : (360) 725-2041.

Revised 2009
D:\PRSN\Forms\ADVANCE DIRECTIVES BROCHURE.doc



Authorized PRSN Community
Mental Health Providers

(Crisis services are available 24 hours a day, 7 days a week.
For non-crisis hours of operation, please contact the individual
Mental Health Provider at its local number).

East Clallam County

Peninsula Community Mental Health Center
118 East 8" Street
Port Angeles, WA 98362
360-457-0431 Services
360-452-4500 Crisis

7 X/ 7
LXK X g

West Clallam County

Forks Community Hospital — West End
Outreach Services
530 Bogachiel Way
Forks, WA 98331
360-374-6177 (Services or Crisis)

/7 X/ /7
L X X X4

Jefferson County

Jefferson Mental Health Services
884 W Park
Port Townsend, WA 98368
360-385-0321 or 800-659-0321 (Services or Crisis)

/7 X/ /7
L X X X4

Kitsap County

Kitsap Mental Health Services
5455 Almira Drive NE
Bremerton, WA 98311-8330
360-373-5031 TDD 360-478-2715
Emergency Services 360-373-3425
Crisis Clinic 360-479-3033 or 800-843-4793
From North Kitsap 360-535-5400
From Bainbridge Island 206-694-4655

7 X/ 7
LXK X g

PRSN Administration Offices
614 Division Street, MS-23

Port Orchard, WA 98366-4676

360-337-4604 FAX 360-337-5721

Toll Free 1-800-525-5637

Peninsula Regional Support
Network

Community Mental Health Services in
Clallam, Jefferson & Kitsap Counties

Advance
Directives
For
Psychiatric Care

Administered by the Kitsap County
Department of Personnel & Human Services
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@ ADMINISTRATION POLICIES AND PROCEDURES

Policy Name: REQUIREMENTS WITH CHANGES TO
STATE LAW Policy Number: 2.03

ference: DSHS Contract;
RCW 38.52, 70.02, 71.05, 71.24, and 71.34

Effective Date: 5/2005
Revision Date(s): 12/2007

Approved by: PRSN Executive Board

CROSS REFERENCES

< Policy: Corrective Action Plan

PURPOSE

When a State law changes, the Peninsula Regional Support Network (PRSN) shall
require compliance with the requirements of the law within 90 after the effective date of
the law change.

PROCEDURE

The PRSN will:
1. Notify providers of modification of statue
2. Review contracts and policies to assess if modification is needed

e Make necessary modifications

3. Establish a mechanism for monitoring the required law changes, if applicable
(such as through the annual Administrative Reviews).

MONITORING

This policy is a mandated by statue and contract.
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This policy will be monitored through the annual PRSN Provider and
Subcontractor Administrative Review, as well as additional reviews as the new
law stipulates/applies.

If a provider performs below expected standards during any of the reviews listed
above a Corrective Action will be required for PRSN approval. Reference PRSN
Corrective Action Plan Policy.
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@ ADMINISTRATION POLICIES AND PROCEDURES

Policy Name: MEDICAID ENROLLMENT IN THE PRSN Policy Number: 2.04
Reference: DSHS Contract, WAC 388-865-0215

Effective Date: 5/2005

Revision Date(s): 12/2008

Approved by: PRSN Executive Board

CROSS REFERENCES

< Policy: Corrective Action Plan
« Policy: Providing Services to Homeless Individuals

PURPOSE

In Washington State, individuals who are enrolled in the Medicaid program are
automatically assigned to and are eligible to receive services from, one of the twelve
Regional Support Networks (RSN). Medicaid recipients who live in Kitsap, Jefferson
and Clallam Counties are automatically enrolled in the Peninsula Regional Support
Network (PRSN).

DEFINITIONS

Enrollee means a Medicaid recipient who is currently enrolled in a pre-paid inpatient
health plan (PIHP).

PROCEDURE

If the residence is located within one of the counties making up the PRSN, the Medicaid
individual is enrolled in the PRSN and eligible for services through the PRSN’s network
of providers.

1. Individuals may seek mental health services through one of the PRSN’s core
providers:

e Kitsap Mental Health Services
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e Jefferson Mental Health Services
e Peninsula Community Mental Health Center/The Children’s Center
e West End Outreach Services

2. The person seeking services must show evidence of their residence

< Homeless persons are eligible for enroliment; see Policy: Providing Services
to Homeless Individuals

MONITORING

This policy is a mandate by statue, contract and PRSN established funding streams.

1. This policy and procedure will be monitored through use of PRSN:
= Exhibit N Report and Grievance Tracking
e Biennial Provider Quality Review Team on-site review
e Quarterly Provider Performance Reports
e Biennial Provider Ancillary Surveys

e Quality Management Plan activities, such as review targeted issues for
trends and recommendations

2. If a provider performs below expected standards during any of the reviews listed
above a Corrective Action will be required for PRSN approval. Reference PRSN
Corrective Action Plan Policy.
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@ ADMINISTRATION POLICIES AND PROCEDURES

Policy Name: MEDICAID/TXIX ELIGIBILITY VERIFICATION Policy Number: 2.05
Reference: DSHS Contract, 42 CFR 438

Effective Date: 5/2000

Revision Date(s): 7/2009

Approved by: PRSN Executive Board

CROSS REFERENCES

e Policy: Corrective Action Plans

PURPOSE

To ensure the Peninsula Regional Support Network (PRSN) network providers verify
Medicaid/TXIX eligibility as part of the Intake Authorization process. Verification must
be performed prior to request for services from PRSN.

PROCEDURE

PRSN providers are required contractually to have online capability for eligibility
checking. The PRSN provides eligibility look up capability to all PRSN provider
organizations in on-line databases in real time, as updates are received from the state.
Eligibility can also be verified on the Mental Health Division web site, the WaMedWeb or
Provider 1 Internet system or other third party vendor programs.

PRSN requires its providers to verify eligibility for all services, providing the funding
information at time of authorization request. When a consumer calls requesting
services, he/she is asked for a brief statement of their mental health problems or needs.

If the consumer has a mental health need that appears to be a covered service and
meets the State-wide Access to Care Standards, the consumer is then asked about
their method of payment. If the consumer has Medicaid Coupons with Title XIX
eligibility, they are asked for their coupon.
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The provider verifies the eligibility by using an inquiry of the PRSN Enrollment
Database, Internet WaMedWeb or Provider 1 inquiry, a privately contracted service or
the DSHS intranet.

The provider verifies the program, match and medical code and enters the information
in the client’s file, if new. A copy of the client's Medicaid coupon is provided for the
financial chart.

MONITORING

This policy is mandated by contract and statue.

1. This Policy is monitored through use of PRSN:
e Annual PRSN Provider and Subcontractor Administrative Review
e Annual Fiscal Review- Federal Block Grant projects

2. If a provider performs below expected standards during any of the reviews listed
above a Corrective Action will be required for PRSN approval. Reference PRSN
Corrective Action Plan Policy.
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@ ADMINISTRATION POLICIES AND PROCEDURES

Policy Name: COMPREHENSIVE INFORMATION PLAN
FOR PRSN DELIVERY SYSTEM AND
SERVICES Policy Number: 2.06

Reference: DSHS Contract, WAC 388-865-0221, -0330;
42 CFR 438.100(b) (2&3)

Effective Date: 9/2005
Revision Date(s): 7/2009

Approved by: PRSN Executive Board

CROSS REFERENCES

e Policy: General Information Requirements
» PRSN Member Handbook

PURPOSE

It is the policy of the Peninsula Regional Support Network (PRSN) to plan and
implement actions which ensure to the extent possible, individuals eligible for mental
health services are notified of the existence, availability, and services within the PRSN.
In part, the PRSN and/or the network providers or subcontractors will advise Medicaid
and non-Medicaid individuals eligible for mental health services about their rights,
promote access to individuals who are of limited proficiency in English, encourage
stigma reduction activities and support recovery and resiliency.

INFORMATION PLAN

The Peninsula Regional Support Network (PRSN) is committed to developing and
utilizing a comprehensive information plan that includes benefit information, services
available, how to access services, enrollee rights and responsibilities, and
accommodations available for diverse populations (including other languages than
English) within the region. The PRSN and/or the providers will incorporate use of
media, stigma reduction activities, and plan for ongoing evaluation of the strategic
information plan. The information plan includes the following areas that are addressed
on an ongoing basis:
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DSHS Benefit Booklet

1. The PRSN will provide the Department the information necessary to update the
Department of Social and Health Services (DSHS) Benefits Booklet for Medicaid
enrollees.

2.  The PRSN and the network providers will provide a copy of the DSHS Benefit
Booklet produced by the Department to Medicaid enrollees receiving services.
The booklet will be provided at any time, upon enrollee request.

3. The booklet serves as a mechanism to inform enrollees of their benefits, rights,
and responsibilities.

4. The booklet can be downloaded from:
http://www1.dshs.wa.gov/Mentalhealth/benefits.shtml

PRSN Service Description

1. The PRSN has designed a member handbook. It contains the following
information:

A brief overview of the PRSN values, function, and service delivery model.
Core network provider names, addresses, and phone numbers.

A description of Medicaid/non-Medicaid covered services and how to
access them. Recipient’s responsibility when attempting to access out of
the area services, including a statement about what constitutes out of the
area services.

A brief description of Ombuds, parent advocacy, and NAMI advocacy
resources.

PRSN office contact information.

How to file a network agency complaint, PRSN grievance, and DSHS fair
hearing.

How to access the handbook in alternative/translated formats and cultural
service delivery considerations.

2. The PRSN website makes general information easily accessible. The current
PRSN mission, brochure, handbook, and manual are listed,

The PRSN website is located at
http://www kitsapgov.com/hr/wsolympic/prsn/prsnpolicies.htm
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Consumer Notification of Rights, Responsibilities, and Grievance

Distribution of Information

The Washington State Department of Social and Health Services (DSHS) distributes an
enrollee benefits handout to Medicaid individuals at the time of enrollment. This booklet
provides individuals general information about rights, access, crisis information, and the
Regional Support Network system.

The PRSN and/or the providers provide information to individuals eligible for mental
health services by distributing informational material at a wide variety of locations
accessed on a regular basis by individuals who may qualify for services. Providers also
have the information available to handout prior and during an intake assessment.
Provider brochures will be located in various publicly accessible and conspicuous office
locations, as will brochures describing the function of the Ombuds program.

The PRSN informational material as described above includes:

1. Information advising individuals eligible for mental health services of their rights
and responsibilities. When contractually required, the network providers and
subcontractors will have the rights conspicuously posted in lobby areas in the
DSHS designated seven languages.

2. Information advising individuals eligible for mental health services of their right to
file grievance procedures with Ombuds assistance, the right to express
dissatisfaction with services at the provider and PRSN level, as well as the DSHS
Fair Hearing processes. Information will inform individuals that Ombuds support
is available when pursuing complaints, grievances and fair hearings. The
Ombuds toll free number will be listed.

Access to Mental Health Services

Telephone Directory

The PRSN, the network providers and subcontractors, including the Ombuds, will
maintain telephone number listings and identification of service, in all major area
telephone directories, including a toll free number and crisis line access numbers.

Internet Website Directory

The PRSN maintains a website that provides links to all our core network provider
homepages.

The PRSN website also provides direct links to the PRSN Consumer Handbook, State
Benefits Booklet, PRSN Grievance brochure, and Advance Directive information.
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Area Resource Directories

The PRSN, the network providers and subcontractors, including the Ombuds, will
maintain a listing of services and telephone numbers in resource directories commonly
used in their service area. The local area resource directories shall include those
produced by community colleges, DSHS, United Way, hospitals, schools, Employment
Security offices, Area Agencies on Aging, Community Action Programs, Pubic Health
District office and clinics or other organizations producing comprehensive social service
resource directories and may be utilized by potential service recipients.

Services for Diverse Populations

The PRSN network providers and subcontractors are required to provide interpreter
services for enrollees with a primary language other than English for all interactions
between the individual and the network provider/subcontractor, including, but not limited
to: customer service, all appointments for any covered service, crisis services, and all
steps necessary to file a grievance or appeal.

DSHS Targeted Diverse Populations

1. The Washington State DSHS benefits booklet is sent to Medicaid individuals at
the time of enroliment. The benefits booklet can be downloaded in the targeted
languages through the http://www1.dshs.wa.gov/Mentalhealth/benefits.shtml
website.

2. The PRSN will provide translated information on access to care, Medicaid and
non-Medicaid covered services, member contact information for provider
network, Ombuds program and description and contact information, PRSN office
contact information, consumer rights, signs of mental illness, and how to access
the material in alternative formats (such as Braille and large print).

3. DSHS has targeted the following seven languages for rights to be posted and all
written PRSN informational material (as listed above) to be translated into:

Cambodian
Chinese
Korean
Laotian
Russian
Spanish
Vietnamese

4. Information on how to access written material in an alternative language must be
provided prior to conducting an intake evaluation.

Comprehensive Information Plan 2.06 Page 4 of 8



Peninsula RSN Policies and Procedures

PRSN Additional Targeted Diverse Populations

The PRSN distributes Performance reports to each provider and the Quality
Improvement Committee quarterly. The parity reports are stratified by age and
ethnicity. The parity reports illustrate the percentage of diverse populations served and
compares it to current census information within each provider catchment area. The
reports are used to calculate other diverse population than recognized by DSHS within
our catchment area and evaluate if the diverse populations within the area are
underserved. When an underserved population is identified, the PRSN and the
providers develop strategies to improve access for that group.

Network Provider Service Descriptions
Brochures
The PRSN requires the network providers, subcontractors, and Ombuds to:

1. Publish their own informational brochure listing address, phone, and services
specific to their individual agency.

2. Publish brochures in English. The brochures will be published in Spanish and
Tagalog in areas where there is a population of 500 or greater (per census
information), whose primary language is Spanish or Tagalog located within the
provider's catchment area. As additional primary languages are identified for a
census population of 500 or greater, the brochures will be published and
distributed in those areas.

3. Distribute the brochures as described above.
Notices

1. The PRSN requires the providers, subcontractors, and Ombuds to:

e Make bulletin boards and other adequate space available for posting
information, legal notices, hours of operation, services and service
locations, benefit opportunities, compliant/grievance procedures,
interpretive or other special population rights, notifications, and other
contractual material that may be useful for the consumer population and
general public.

e Post notices, rights, advocacy groups and complaint/grievance information
prominently.

2. The PRSN provides Notice of Action (NOA) written notification to Medicaid
enrollees for intended authorization decisions that meet the definition for an
action. All NOA material is accompanied with information about the PRSN
Grievance and Appeal process.
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The PRSN provides written notification to individuals stating the disposition of a
grievance and resolution of an appeal filed with the PRSN.

The PRSN provides written notification to non-Medicaid individuals seeking
outpatient services through the PRSN and do not meet entrance criteria.

Written Materials

The PRSN network providers, subcontractors, and Ombuds will give each consumer
written materials available in English or other alternate languages, as defined above in
the DSHS targeted and PRSN additional targeted diverse populations, which include:

Media

A statement of services provided by the agency or organization, and how to
access.

Consumer rights and responsibilities.
Agency complaint/PRSN grievance procedures, including how to file a complaint
at various levels (such as through the provider, Ombuds, PRSN, and a state

administrative hearing through the Department).

Ombuds Services.

HIPPA Privacy Statements.
Signs of mental illness.

How to request information in another format/language.

The PRSN and/or the provider network will utilize various forms of the media to provide
PRSN mental health service information:

1.

Inform the public about services available for individuals with mental iliness,
including information about statewide access criteria.

Notify the public regarding upcoming events, speakers, workshops, conferences,
support groups and the meetings of the local and National Alliance for the
Mentally Il (NAMI).

Reduce stigma by providing informational articles/videos, regarding mental
illness, recovery, and services.

Information may also be distributed through other postings or programs including
through radio spots, speakers bureaus accessing service clubs, newspapers,
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newsletters, magazines, posters, billboards, flyers, internet website postings and
any other means deemed useful.

Ancillary and Allied Cross System Information Sharing

The PRSN, network providers, and subcontractors are committed to building
partnerships with social service providers across the region to share information and
coordinate services to meet the needs of individuals with mental illness.

1. The PRSN, network providers, and subcontractors will encourage allied providers
to distribute our informational materials that publicize mental health services,
rights, educational/anti-stigma campaigns and accompanying information.

2. The PRSN is committed to informing the allied systems of services, upcoming
events, workshops, and trainings, and resources in the community to support the
treatment of individuals with mental or emotional disturbances.

3. The PRSN is committed to establishing and maintaining working agreements
with allied systems. Reference the PRSN Cross System Working Agreements.

PRSN Information Plan Evaluation
The PRSN will review and evaluate this plan on an annual basis to assess the following:

1. Using the provider quarterly performance reports, to determine if information
reaching the designated populations and locations.

2. Have other organizations or services been developed that we need to target with
information on mental illness and services to the mentally ill?
e 1In 2010 there is a plan for targeted focus to update existing Collaboration/
Coordination Plans.

3. Using 2000 or more current census data, determine if the information need to be
translated in any other language to meet the need of any specific population in
the area.

4. Using biennial PRSN ancillary surveys and stakeholder meetings, evaluate if the
information programs are adequate and identify what modifications/additions
need to be made.

PRSN PLAN MONITORING

The PRSN Comprehensive Information Plan is mandated by federal and state statue
and contract.
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1. This plan will be monitored through use of the PRSN:

e Quality Improvement Committee (QUIC). The QUIC reviews the Plan and
the related policies and PRSN Member Handbook on an annual basis.
The QUIC has the authority to make modifications to the listed documents.

e Monthly Ombuds reports to the QUIC

» Annual PRSN Provider and Subcontractor Administrative Review
e Biennial Provider Quality Review Team On-site Review

= Biennial Ancillary provider Survey

e Exhibit N Reports and Grievance Tracking

2. Any area of the plan not meeting plan expectations, the PRSN shall implement a
Corrective Action Plan. Reference PRSN Corrective Action Plan Policy.
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@ ADMINISTRATION POLICIES AND PROCEDURES

Policy Name: GENERAL INFORMATION REQUIREMENTS Policy Number: 2.07

Reference: WAC 388-865-0330; 0440; 0410; 0430;
42 CFR 438.100(b) (2&3)

Effective Date: 9/2005
Revision Date(s): 7/2009

Approved by: PRSN Executive Board

CROSS REFERENCES

« Policy: Corrective Action Plan

PURPOSE

It is the policy of the Peninsula Regional Support Network (PRSN) to plan and
implement actions which ensure individuals eligible for mental health services are
notified of the existence, availability, and scope of services within the PRSN. The
PRSN will regularly and consistently provide information that assists the enrollee’s
progress toward recovery and resiliency.

PROCEDURE

1. The PRSN shall provide to persons served by the RSN information on the
following topics, through the Department of Social and Health Services (DSHS)
Medicaid Benefits Booklet and PRSN produced materials:

e Access to Care

e Covered Title XIX and State Funded Services

e Consumer/Member Service Contact Information
e Provider Network

» Grievance, Appeals and Fair Hearings Rights

e Ombuds Program

e Consumer Rights

e Signs of Mental lliness
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e Availability of written materials in alternative formats and how to access
those formats

2. In addition to English, the PRSN shall provide the information described above
in the following prevalent languages:

e Cambodian

e Chinese
e Korean
e Laotian
e Russian
e Spanish

e Vietnamese

3. The PRSN shall:

e Provide written materials in easily understood language and format,
including alternative formats

e Post client rights in the languages set forth above.

e Provide access to written interpretation of all consumer materials.

e Provide access to these materials prior to conducting an intake evaluation.
e Maintain a publically accessible internet website.

4. The PRSN will provide annual training to providers, subcontractors and local
NAMI organizations on the efforts to provide general information to the region.

This will include, but is not limited to the availability of mental health services,
how to access and request information and how to exercise their rights.

MONITORING
This policy is mandated by statue.

1. This policy will be monitored through use of PRSN:
e Annual PRSN Provider and Subcontractor Administrative Review.
e Biennial QRT On-site Reviews
e Exhibit N Reports and Grievance Tracking
e Monthly Ombuds reports to the Quality Improvement Committee (QUIC).

2. If a provider performs below expected standards as identified through the
reviews and reports listed above, a corrective action will be required for PRSN
approval. Reference PRSN Corrective Action Plan Policy.
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@ ADMINISTRATION POLICIES AND PROCEDURES

Policy Name: REHABILITATIVE AND INTEGRATED
MENTAL HEALTH TREATMENT FOR
CHILDREN, ADULTS, & OLDER ADULTS Policy Number: 2.08
Reference: DSHS Contract, WAC 388-865, 42 CFR 438
Effective Date: 10/2005
Revision Date(s): 7/2009

Approved by: PRSN Executive Board

CROSS REFERENCES

e Form: PRAT

- Plan: Compliance Plan

« Policy: Culturally Competent Services

« Policy: Intake Assessment and Evaluation Services Standards
« Policy: PRSN or Provider Use of Federally Excluded Providers
- Policy: Service Provider Selection

« Policy: Service Provider Licensing Procedures

« Policy: Special Needs Accommodation Process

PURPOSE

The Peninsula Regional Support Network (PRSN) will provide rehabilitative and
integrated mental health treatment services to children, adults, and older adults as
determined to be medically necessary and recommended by a Mental Health
Professional (MHP). The medically necessary mental health services will be
coordinated and furnished by a licensed network community mental health agency.

DEFINITIONS

Adult is defined as an individual on or after their eighteenth birthday.

Child(ren) is defined as an individual who has not reached their eighteenth birthday. For
persons eligible for the Medicaid program, the term child extends to individuals that
have not reached their twenty-first birthday.
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Community Mental Health Agency (CMHA) is an agency that is contracted by the PRSN
and licensed to provide mental health services.

Integrated Mental Health Services are defined as services that are coordinated to
include multiple service providers.

Medical Necessity is a term used to describe a requested service which is reasonably
calculated to prevent, diagnose, correct, cure, alleviate or prevent the worsening of
conditions in the recipient that endanger life, or cause suffering or pain, or result in
illness or infirmity, or threaten to cause or aggravate a handicap, or cause physical
deformity or malfunction, and there is no other equally effective, more conservative or
substantially less costly course of treatment available or suitable for the person
requesting service.

Mental Health Professional (MHP) is defined as a psychiatrist, psychologist, psychiatric
nurse or social worker or a person with a masters degree or further advanced degree in
counseling or one of the social sciences from an accredited college or university or a
person who meets the waiver criteria of RCW 71.24.260 or approved by waiver to
perform the duties of a mental health profession that was granted by the mental health
division prior to July 1, 2001.

Older Adult is defined as an individual who is sixty years of age or older.

PROCEDURE

1. The PRSN recognizes an effective and efficient mental health service delivery
system requires that the PRSN contract with comprehensive community mental
health agencies that are able to provide the continuum of various types of
recovery-based services in a seamless and integrated manner.

2. The PRSN ensures when two or more mental health providers are delivering
mental health rehabilitation services to seriously mentally ill adults and seriously
emotionally disturbed children with Medicaid, the services are provided in an
integrated and culturally sensitive manner. Reference the PRSN policy:
Culturally Competent Services

3. The PRSN contracts with comprehensive community mental health agencies in
order to ensure the full array of required services are available and provided in a
integrated and developmentally appropriate manner for children, adults and older
adults. Reference PRSN policy: Service Provider Selection

a. The PRSN contracts with multiple licensed community mental health
agencies and providers that utilize evidence based, research based,
consensus based, and promising practice models that are designed to
target the individual populations served by the PRSN.
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b. If an individual presents with a unique need that requires medically
necessary services that the assigned PRSN community mental health
agency can not provide, the PRSN coordinates the service delivery within
the network with another community mental health agency or out of network
provider that does provide the service.

c. The PRSN maintains a special needs accommodation process to ensure
that all Medicaid individuals served by the PRSN have access to care.
Reference PRSN policy: Special Needs Accommodation Process

d. Mental health services are recommended by a mental health professional.

e For children and youth and older adults, the mental health professional
is a child or geriatric mental health specialist or in consultation with the
appropriate mental health specialist.

e For minorities and developmentally and physically disabled individuals,
the mental health professional makes a recommendation in
consultation with a minority and/ or disabled specialist.

e Arequest for the recommended services is submitted to the PRSN
Utilization Management contractor, CommCare, to make the service
authorization determination utilizing the PRSN adopted authorization
care standards.

4. The PRSN maintains a network of state licensed comprehensive community
mental health agencies that provide a full array of mental health rehabilitative
services. Reference PRSN policy: Service Provider Licensing Procedures

a. The PRSN only contracts with agencies that are licensed to provide mental
health services in the state of Washington.

e Exception: Mental Health Clubhouses do not have to be licensed by
the state of Washington to contract and provide services to individuals,
per state definition. The state of Washington may require Mental
Health Clubhouses to adhere to specific contract language, such as
certification.

b. The PRSN requires the network community mental health agencies to
maintain personnel files that include current professional licenses, proof of
credentials, training records, annually updated performance evaluation, and
proof of unimpeded license as evidenced by a printout from both of the
federal exclusion websites searched. Reference PRSN policy: PRSN or
Provider Use of Federally Excluded Providers

e Any negative action taken by a licensing body against a PRSN
contracted community mental health agency provider must be reported
to the PRSN Compliance Officer, per contract and the PRSN
Compliance Plan. Reference PRSN Plan: Compliance Plan

e Inthe event action is taken against a contracted network community
service agency’s license, the PRSN must be immediately notified per
contract. The PRSN review and disposition of the event/ action is
based upon processes outlined in the current contract.
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5. The PRSN ensures services recommended, authorized, and provided are
deemed to be medically necessary and recommended by a mental health
professional.

a. The PRSN network community mental health agencies and utilization
management contractor, CommcCare, must adhere to PRSN adopted
Access To Care standards, that include the state defined medical necessity
criteria and access to care standards.

e The PRSN authorization tools requires the provider to request and the
authorization determination to be identified on the same page of the
tool (inpatient, outpatient, and residential tools). This allows for a quick
and standardized reference to the medical necessity criteria and how it
applies to each individual seeking services.

b. The PRSN audits each network community mental health agency to ensure
services provided adhere to and adequately document the criteria of
medical necessity, as defined and listed above.

e The PRSN conducts a minimum of 500 clinical and quality chart
reviews per year to ensure the medical necessity standards are
consistently applied.

MONITORING
This policy is mandated by contract and statue.

1. This policy is monitored through the use of the PRSN:
e Monthly Provider Chart Reviews
e Over and Under Utilization Projects
e Exhibit N Reports and Grievance Tracking

« Utilization Management Committee activities and reports for trends
such as (authorization and denial) determinations, trends for denial
decisions, identifying medical necessity trends (incongruence
patterns), and other relevant reporting.

e Annual PRSN Provider and Subcontractor Administrative Review
e Quarterly Provider Performance Reports
e Biennial Provider Ancillary Surveys

2. If a provider performs below expected standards during any of the reviews listed
above a Corrective Action will be required for PRSN approval. Reference PRSN
Corrective Action Plan Policy.
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Policy Name: PROVISION OF PRIORITY STATE FUNDED

SERVICES Policy Number: 2.09

Reference: DSHS Contract
Effective Date: 10/2005
Revision Date(s): 12/2008

Approved by: PRSN Executive Board

CROSS REFERENCES

e Policy: Culturally Competent Services
e Policy: Corrective Action Plan
e Policy: Provision of Additional State Funded Services

PURPOSE

The Peninsula Regional Support Network (PRSN) provides services that assist the
consumer’s progress toward recovery and resiliency to ensure that clients eligible for
state funded services have access to priority state funded services.

DEFINITIONS

Additional State Funded Services: All state funded services not defined as priority
services.

Priority State Funded Services: Priority services include crisis services, stabilization
services, involuntary treatment act services, ancillary crisis services, freestanding
evaluation and treatment, psychiatric inpatient services, and Medicaid personal care.

PROCEDURE

1. The PRSN is responsible for the provision of services to residents of Kitsap,
Clallam and Jefferson counties. Services are delivered through our network of
service providers.
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