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OFFEICE AND FINANCIAL POLICY AGREEMENT &
CLIENT BILL OF RIGHTS

Thank you for choosing Therapeutic Services Agency, Inc. (TSA) as your mental health care provider. The
following is a statement of our Office and Financial policy. You will acknowledge your agreement to these
policies on a separate signature page. This signature page will become a part of your health record. We are happy
to discuss further questions or remaining concerns you may have now, or at any time in the future.

Mental Health Services: As a client of mental health services, you have certain rights and responsibilities which
are important for you to understand. There are also legal limitations to those rights of which you should be aware.
These rights and responsibilities will be explained further in this document, as well as in our Client Bill of Rights
and HIPAA Notice of Privacy Policy documents.

Benefits and Risks: Receiving mental health services may involve discussing unpleasant and difficult aspects of
your life and/or challenge you or your minor child in new ways. This can sometimes lead to uncomfortable
feelings such as sadness, anger, guilt and frustration. However, mental health services have been shown to have
benefits such as improved relationships, solutions to problems and decreased stress. There is no guarantee as to
what will happen or what the outcome of your mental health services will be. Mental health services require a
very active effort on your part. If you feel the services you are receiving are not benefiting you, you may address
these concerns with your provider who will help you find alternative or additional services.

Confidentiality: Federal and state law, as well as ethical codes, protect the privacy of both your identity as a
client of TSA and the information you share with us. TSA providers may only disclose protected health
information about you and/or your treatment to others when you sign a Release of Information form. You may
revoke, in writing, such authorizations at any time. However, there are exceptions to confidentiality and times
when your authorization is not required for us to disclose information. Below is a summary of those exceptions
(for further information and detail, please refer to the HIPAA Notice of Privacy Practices document):

e When state law mandates the report of suspected abuse or neglect of a child or vulnerable adult, or
prenatal exposure to drugs and alcohol.

e When failure to disclose the information presents a clear, present, and imminent danger to the health or
safety of any individual (including, but not limited to, the threat of suicide or homicide).

e When there is a serious threat of physically violent behavior or threat of suicide by possessing a
firearm, we must communicate the threat or risk to the sheriff of the county where the client resides
and make a recommendation to the sheriff regarding the client’s fitness to possess firearms.

e When the courts or other regulatory agencies subpoena records, or when disclosure is required by
federal, state, or local law (i.e., lawsuits, legal action, workers compensation claims).

e When TSA is operating within their daily organization needs; billing for service, insurance claims,
quality assurance, determining eligibility, improvement activities, business related activities,
appointment reminders, etc.

NOTE: The recording of sessions in any form (video, audio, etc), without explicit written consent of all parties
involved, is prohibited.

Mental Health Services with Minors: A minor 16 and older, who is able to give effective consent for mental
health services, may consent to their own mental health services at TSA. (Minn. Stat. § 144.345). All minor
clients under the age of 16 (except when the minor is married, living apart from their parents and providing for
their own financial needs, or has given birth to a child) must have consent of their parent(s)/guardian(s) to receive
mental health services. A minor who consents to health care services is financially responsible for the cost of the
services (Minn. Stat. § 144.347).

Records: TSA maintains all records related to your treatment by electronic means on a secure server maintained
by Procentive, Inc. Except in unusual circumstances, you have the right to a copy of your file. Because these are
professional records, they may be misinterpreted and/or upsetting to untrained readers. For this reason, TSA
recommends you initially review them with your mental health provider. You may be charged an appropriate fee
for requests of personal records. You have the right to request your record be amended to add information to make



it more accurate or complete. TSA may not release records obtained from another agency. Parents and guardians
have access to their children’s mental health records unless the minor legally consents to treatment as authorized
in the Consent of Minors for Health Services statutes (Minn. Stat. 88 144.341 to 144.347).

Telehealth Services: TSA offers mental health services via telehealth. TSA’s telehealth services use HIPAA
compliant software, which allows direct audio and visual communication over individual computers. TSA
recognizes that telehealth can be an effective model of service provision for many situations; however, there are
some circumstances that telehealth is not an appropriate way to receive services. TSA reserves the right to decide
not to offer and/or to discontinue services via video conferencing. When engaging in telehealth services, you are
agreeing to the following:

. | agree to download the HIPAA compliant video conferencing software onto my computer or phone
when necessary

. | agree to provide names of emergency contacts, with whom my provider has my permission to
communicate in the event that my provider has concerns for my immediate safety

. I understand that internet connectivity is beyond the control of the therapist, and that in the event of
connectivity failure, the therapist will respond with the established protocol.

. I understand that the therapist providing services will be in a private location and will be the only

person accessing the information on the computer. (When necessary, a language interpreter may also
be present.)

. I understand and agree that | (we) will be in a private location and only the identified clients will be in
the room accessing the information on the computer. (When necessary, a language interpreter may
also be present.)

. I understand and agree that my insurance provider will be billed by TSA for the services provided
using telehealth.
. I understand and agree that my therapist may make the determination to discontinue telehealth services

if she or he determines that the mental health services via telehealth are no longer an effective model.

Termination: You have the right to end services at any time, for any reason. We encourage you to call and
schedule a final session with your provider. There are times when TSA may discharge you from services. These
situations include:

. If you have excessive no-show appointments or cancelled appointments without 24hour notice.

. If you have not scheduled or attended appointments for 90 or more days.

. If your provider believes there to be a conflict of interest, it becomes medically necessary for you to be

referred to a higher level of care, or you are no longer benefitting from the therapeutic relationship.

e  You are a safety risk to agency staff or other clients.

e You have not followed through on the financial agreements described below.
Upon termination, TSA will provide you with viable alternatives to seek treatment from another qualified mental
health service provider when required by professional standards or requested by you.

Appointments: TSA requests that you provide 24-hour notice to cancel an appointment. This allows our provider
to offer that appointment time to another individual. At the discretion of TSA, your services may be discontinued
due to excessive failed appointments or late cancels. TSA considers three ‘no show’ or ‘late cancel’ appointments
excessive. Any exceptions to this policy may be discussed directly with your provider.

Insurance: As a service to our clients, TSA will submit claims to your insurance provider on your behalf. It is
your responsibility to inform TSA of all insurance policies in effect and of any changes to your insurance
coverage, after you start services.

Good Faith Estimate: Under the law, health care providers are required to give clients who do not have
insurance, or who are choosing not to use their insurance, an estimate of the expected charges for medical
services, including psychotherapy services. You have the right to receive a Good Faith Estimate for the total
expected cost of any non-emergency healthcare service. If you receive a bill that is at least $400 more than your
Good Faith Estimate, you may dispute the bill.

Payments: All copays are due at the time of service. Co-insurance and deductibles are due upon receipt of
statement. We accept cash, check, debit or credit cards. Arrangements may be made, when necessary, for clients
who are unable to make a payment in full for their balance due by making arrangements with the Business Office
only. Failure to make agreed upon payments may result in the suspension or termination of services. Active
client accounts with a balance due will be reviewed on a monthly basis by the Billing Department.



In divorce and/or custodial situations the parent who brings the minor child in for services will be responsible for
all payments. Court ordered financial arrangements must be worked out between the parents of the children.
Please refer to TSA’s Divorce, Custody and Separation Policy for additional information.

Grant Funded/Supported Services: If a client is receiving services that are connected to grant funded/supported
services, TSA is required to submit deidentified information into the state system for data collection purposes.

Sliding Fee Scale: TSA offers a sliding fee discount program. Individuals can apply to see if eligible to qualify
for discounted fees for services.

Collections: TSA reserves the right to employ a collections agency for overdue balances.

Emergency Services/Crisis: TSA providers are not available outside their normal working hours. In the event of
a mental health crisis or emergency, the East Central MN Crisis Help Line at 1-800-523-3333 or the Suicide &
Crisis Lifeline by dialing or texting 988 or via chat at 988lifeline.org, The Deaf Crisis Line at 321-800-3323, or
text MN to 741741. You can also call 911.

Communication: Face -to-face communication is always most effective and the most confidential way to
communicate with your TSA provider. It provides opportunity for less confusion, misunderstandings, and clarity
in the moment, rather than waiting for a response via other forms of communication. It also is the most HIPAA
compliant way for providers and clients to communicate. However, we recognize not all things can wait until the
next face-to-face opportunity, to be communicated. Phone calls are the next best thing to face-to-face
conversation. Emails and texts are convenient; however, TSA cannot assure the confidentiality of that message. If
you chose to communicate to your TSA team via email or text, we want you to be aware of the risks involved and
we encourage you to limit the content of those conversations.

**Risks of utilizing email or text include, but are not limited to:

. Unencrypted email is not secure and may be breached by a third party

Senders may easily misaddress emails/texts and send information to the wrong recipient
Backup copies of emails/texts may exist, even after they have been deleted
Emails/texts may be intercepted, altered, forwarded, or used without authorization or detection
Emails/texts may be used as evidence in court
Emails/texts may become part of the client’s clinical record
Emails/texts are not always reliable and sent or received accurately or in a timely manner
If emails/texts are on a mobile device, others may have access if stolen, lost, or inappropriately
discarded
TSA offers clients the opportunity to receive text or email reminders in place of phone reminders. This is a one-
way text/email only. Please do not respond to this text or email.

Court Proceedings: It is generally not the expertise of TSA staff to participate in legal proceedings, particularly
in making recommendations regarding custody of children. However, if legal action occurs when you or someone
else requires your provider’s participation in court proceedings via a court order, TSA charges our usual and
customary hourly rate, for all time spent to meet obligations, including but not limited to personal preparation,
professional consultation, preparation of documentation, attendance at any legal proceeding, etc. For more
information regarding TSA’s policy on staff testifying in court proceedings, please ask your provider.

Consultation: The mental health providers at TSA meet regularly for clinical consultation and supervision.
Information about clients may be disclosed in consultation and/or supervision with other TSA mental health
providers to provide you with the best possible treatment.

Safety in Service Delivery: We are committed to providing a pleasant and safe environment for those we provide
services to. TSA is a smoke free campus so please refrain from smoking in our buildings and near our office
doors. There are identified locations with receptacles for smoking at our office buildings. TSA also bans guns
and any weapons or any other object with an intended use to harm on its premises. If a provider is coming to your
home to work with you or your family, we ask that you plan to greet the provider when they arrive and that you
arrange for adequate lighting so they may approach your home safely. If you have any pets, we kindly request
that you contain them so they do not frighten or pose threat to staff.

Symptoms/Sickness: TSA is committed to maintaining the health and safety of our clients, staff, and
communities. TSA reserves the right to refuse services to any person who presents to an appointment with
symptoms that may indicate a transmittable disease such as fever, cough, or runny nose. TSA staff and clients will
not engage in in-person services if client presents Respiratory Virus symptoms. TSA clients are expected to notify
their provider if they have any communicable disease which may be transmitted to other TSA clients or staff.



CLIENTBILL OF RIGHTS

Courteous treatment. Clients have the right to be treated with courtesy and respect for their individuality by
employees of or persons providing service in a health care facility.

Non-Discrimination. Clients have the right to be free from discrimination based on age, race, color, creed,
religion, national origin, gender, marital status, disability, sexual orientation, and status with regard to public
assistance.

Appropriate health care. Clients shall have the right to appropriate and individualized care that meets their
needs and to expect that the provider has met the minimum qualifications of education, training, and experience
required for their position. They have the right to be free from exploitation for the benefit or advantage of the
provider.

Information about treatment. Clients are encouraged to ask questions about any treatment that they do not
understand or that confuses them. They have the right to accept, refuse, or question any treatment.

Participation in planning treatment; notification of family members. Clients shall have the right to participate
in the planning of their treatment and the right to include a family member or other chosen representative, or both.

Freedom from maltreatment. Clients shall be free from maltreatment as defined in the VVulnerable Adults
Protection Act. "Maltreatment"” means conduct described in section 626.5572, subdivision 15, or the intentional
and nontherapeutic infliction of physical pain or injury, or any persistent course of conduct intended to produce
mental or emotional distress.

Treatment privacy. Clients shall have the right to respectfulness and privacy as it relates to their treatment, as
defined by rule and law. Case discussion, consultation, and treatment are confidential and shall be conducted
discreetly.

Confidentiality of records. Clients shall be assured confidential treatment of their treatment records and may
approve or refuse their release to any individual outside the facility as defined and limited by rule and law.

Responsive service. Clients shall have the right to a prompt and reasonable response to their questions and
requests.

Grievances. Clients shall be encouraged and assisted to voice grievances that may arise. They are encouraged to
follow the TSA Grievance Procedures that have been established which includes contact information for outside
agencies. Clients have the right to report complaints to their providers licensing board.

Photographs or Audio/Video Recordings. Clients have the right to be informed prior to a photograph or audio
or video recording being made of the client. The client has the right to refuse to allow any recording or
photograph of the client that is not for the purposes of identification or supervision by the agency.

Additional Rights:

Examine public data on your provider maintained by their board

Be informed of the provider’s license status, education, training, and experience

To have access to your records as provided in Minnesota Statutes, sections 144.291 to 144.298

To be informed of the cost of professional services before receiving the services

To know the intended recipients of psychological assessment results

To withdraw consent to release assessment results, unless that right is prohibited by law or court order or is
waived by prior written agreement

To a nontechnical description of assessment procedures

To a nontechnical explanation and interpretation of assessment results, unless that right is prohibited by law or
court order or is waived by prior written agreement.

TSA Mission Statement:
To help our clients experience lives of quality, TSA brings to the community mental health expertise
and evidence-based practices in a spirit of innovation and excellence.
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Nondiscrimination Notice

Therapeutic Services Agency (TSA) does not discriminate on the basis of race, color, national origin, sex, age, or
disability.

TSA will provide appropriate accommodation for people with disabilities in a timely manner free of charge when
they are needed to perform services. Appropriate accommodation includes assistive devices and services,
interpreters and information in alternate formats.

TSA will provide timely language assistance services for people with limited English proficiency (LEP) free of
charge when they are needed to perform services. Language assistance services include translated documents and
oral language interpretation.

TSA will provide information on how someone can obtain accommodation or language assistance services.

Discrimination is against the law. If we failed to provide services or discriminated in another way based on your
race, skin color, national origin, age, disability status, or sex or about any of the items covered in the
nondiscrimination notice, you can file a complaint by contacting our Executive Director by telephone: 320-629-
7600 or mail: 220 Railroad St SE Pine City, MN 55063

You can also file a civil rights complaint with the U.S. Department of Health and Human Services

. Electronically through the Office for Civil Rights complaint portal
https://ocrportal.hhs.gov/ocr/portal/lobby.jsf

e By mail at: U.S. Department of Health and Human Services, 200 Independence Avenue SW, Room
509F, HHH Building, Washington, DC. 20201

e Or by phone at: 1-800-368-1019, 1-800-537-7697 (TDD)

ENGLISH

ATTENTION: If you speak a language other than English, language services are available free of charge. If you
have a vision, hearing, or speech impairment, we can communicate in a way that works best for you. This may
include using sign language interpreters, providing documents in large print or Braille, audio recordings, or other
aids at no charge.

ESPANOL (Spanish): ATENCION: Si habla Espafiol, puede solicitar servicios gratuitos de asistencia lingiiistica. Si tiene una
deficiencia visual, auditiva o del habla, podemos comunicarnos de la manera que le resulte mejor a usted. Esto puede incluir el uso
de intérpretes de lengua de sefias, el suministro de documentos en letra grande o braille, grabaciones de audio u otras ayudas sin
cargo.

SOOMALI (Somali): XASUUSIN: Haddii aad ku hadasho Soomali, waxaad codsan kartaa adeegyada caawimaadda lugada 0o
bilaash ah. Haddii aad laxaad la’aan kataahy aragga, maqalka, ama hadalka, waxaanu kugula xidhiidhi karnaa habka adiga kuugu
habboon. Tan waxaa ka mid ah in aan isticmaalno turjumaanada luugada dhegoolaha, in la bixiyo waraaqo ku goran xarfaha
waaweyn ama qgoraalka indhoolayaasha, in la sameeyo cajalado la duubay, ama in la helo waxyaabo kale oo caawimaad ah 00
bilaash ah.

LUS HMOOB (Hmong): LUS CEEV TSHWJ XEEB: Yog hais tias koj hais Lus Hmoob, koj tuaj yeem thov cov kev pab cuam
uas pab hom lus tau dawb. Yog hais tias koj ghov muag tsis pom kev zoo, tsis hnov lus, los sis hais tsis tau lus, peb tuaj yeem sib
txuas lus hauv ib txoj hau kev uas ua hauj lwm tau zoo tshaj plaws rau koj. Qhov no tej zaum yuav muaj xam nrog kev siv cov
neeg txhais lus piav tes, kev muab cov ntaub ntawv luam tawm ua tus ntawv loj los sis Ua Ntawv Su Rau Cov Neeg Tsis Pom Kev
Siv Tau (Braille), kev kaw ua suab lus, los sis lwm yam kev pab yam tsis tau them nqi.

VIETNAMESE (Vietnamese): LUU Y: Néu quy vi néi Vietnamese, quy vi c6 thé yéu cau dich vy hd trg ngdn ngir mién phi. Néu

quy vi bi khiém thi, khiém thinh hozc khuyét tat vé &m ngi, chiing t6i c6 thé giao tiép theo cach phii hop nhit vai quy vi. Didu nay
¢6 thé bao gdm viéc sir dung thang dich vién ngén ngit ky hiéu, cung cAp tai liéu dang ban in ¢ chit I6n hozc chix ndi, ban ghi 4m

hoic cac phuong tién hé trg khac mién phi.
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FRANCAIS (French): ATTENTION : Si vous parlez Frangais, vous pouvez demander des services d’assistance linguistique
gratuits. Si vous avez une déficience visuelle, auditive ou vocale, nous pouvons communiquer de la maniere qui vous convient le
mieux. Il peut s’agir d’interprétes en langue des signes, de documents en gros caracteres ou en braille, d’enregistrements audio ou
d’autres aides gratuites.
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OROMOO (Oromo): Xiyyeeffannoon haa kennamu:- Oromo Afaan kan dubbatan yoo ta'e, tajaajiloota gargaarsa afaanii bilisaa
gaafachuu ni dandeessu. Rakkoo ilaaluu, dhaga'u ykn dubbachuu yoo gabaattan, karaa isiniif mijatuun haala isiniif galuun
mari‘achuu ni dandeenya. Kunis of keessatti kan gabatu, hiiktota afaan mallattoo fayyadamuun maxxansa gurguddaa ykn bireeylii,
waraabbiiwwan sagalee ykn gargaarsota biroo kaffaltii tokkoo malee gaafachuu dha.

PYCCKUM (Russian): BHUMAHME: Ecii Bam si31x — PYCCKUIA, BBl MOJKeTe 3aIpOCHT GECILIATHBIE YCIYTH S3BIKOBOIE
nojyiepKku. Ecii y Bac ecTh HapyIIeHHe 3pEHHs, CITyXa WIIH PEUH, MBI MOXKEM OOIIAThCS TAKMM 00pa30oM, KOTOPBIH JTydIle BCero
TIOJIXO/THT BaM. DTO MOXET BKJIIOYaTh GECIUIATHOE HCIIOJIb30BAaHHE MEPEBOIYNKOB Ha S3BIKE KECTOB, PEIOCTABICHHE
JIOKyMEHTOB KpyHHbIM mIprToM min upudrom bpaiiis, ucrons30BaHie ayAH03aMKuCcell WK APYTHX BCIOMOTATEIbHBIX CPEICTB.
3BoHHTE 1O TeneoHy



