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L Purpose

To describe the system utilized by Hiawatha Behavioral Health (HBH) to provide for
persons’ served input into the development, operation, evaluation and monitoring of
HBH programs, services, and activities.

1I. Policy

The Board shall solicit input from persons served and their family members on all aspects
of agency planning and operations.

I11. Procedures:

Person Served input is operational within the agency using the following mechanisms:
A. The Board shall appoint persons served to the following committees:
1. A minimum of two (2) primary persons served to the Recipient Rights Advisory
committee
2. A minimum of one (1) person served to the agency safety committee
3. A minimum of one (1) person served on the Strategic Planning committee
4. Person served representation on the QI council and the QI Steering committee
B. The Consumer Family Advocacy Panel will:
1. Provide the Board input on policies referred to the Panel for review.
2. Review and advise the Board on adequacy and appropriateness of the service
array.
3. Advise the Board on education of the community on behavioral health issues.
4. Review and provide the Board input on training needs
5. Monitor customer satisfaction, access to services, quality assurance, and program
performance and make recommendations to the Board
6. Promote person centered planning, including the use of other community
resources for meeting the needs of persons served
7. Act as a conduit for addressing community concerns about behavioral health
issues
Assist the Board in recruiting potential members
9. Recommend person served membership on Board Advisory Committees.
(Reference Consumer/Family/Advocacy Panel Administrative Policy 1.24)
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. The Board shall promote appointment by the County Commission of persons served

and family members to the Board in accordance with the Mental Health Code

All persons served, guardians, and/or individuals significant to persons served will
have direct input into the persons’ served treatment plan and the input will be
documented within the plan itself.

Needs surveys will incorporate person served input in the form of focus groups,
interviews, or surveys.

Each Board program may hold regular person served meetings to discuss program
and operational issues. Minutes of those meetings, including person served
comments and requests, shall be reviewed by management for inclusion into policy
and operational decisions. Follow-up on specific concerns will be documented.

. Person served input in the development and implementation of all agency public

awareness and education plans will occur and must be documented. (Adm. Policy
2.8)

Persons served must be involved in new program development and this involvement
and input documented in the program proposal presented to the Board for approval.
Suggestion boxes are located at each clinic site for persons served to communicate
suggestions, ideas, comments or complaints.

Each consumer-run program has an appeals panel comprised of persons served

All board members and employees are representatives of the agency in the
community. Suggestions, comments, and concerns expressed by community
members, including persons served, should be brought to the attention of the CEO for
evaluation and follow-up.

The annual Quality Improvement Plan (QI) will include an annual action plan that
specifies the methods, timeframes and responsibilities for obtaining input from
persons served and family members.

. Persons served input is gathered through review of customer complaint logs and

person served contacts with HBH Customer Services representatives.
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