External Relations and Client Involvement – DRAFT RECOMMENDATIONS
Challenges of consolidations and recommendations for moving forward
1. Terminology:  Use of the words client and consumer – offensive to some
· Recommendation:  We need to ask the people we serve re: their preferences.  Use “People First” language

2. There are multiple versions of clients rights (ADA – DMH – accreditation – JFS)
· Recommendation:  We need to take the strengths of all versions and streamline into one version for ADA and DMH.  (See tool from clients rights office)
· Recommendation:  We need to have a clear communication that illustrates client rights to the people we serve – can be produced by the agencies working with providers and boards.
· Recommendation:  Need to figure out where prevention falls with regard to client rights

3. Continuity of care is an issue on the AOD side due to 42 CFR
· Recommendation:  Need training for providers and the rest of the field
· Recommendation:  Need for written grievance process in the AoD field

4. Written publications in consumer-friendly language that incorporates AoD and DMH issues
· Recommendation:  OLRS has a good example document for MH
· Recommendation:  Use other tools like videos, social media

5. There is a need for a client rights network
· Recommendation:  New agency can work to put together resources useful for client rights officer tools and a network for the exchange of information

6. Need to be sure that the approach to grievances is not one that discourages the reporting – we need to know what is going on in order to frame training and education for providers to keep everyone safe
· Recommendation:  Agency needs to be able to summarize grievances received and share information with the field
· Recommendation:  Need to cross check this with the work of the provider regulation group

7. Improve outreach to families dealing with addiction – similar to the NAMI organization
·  Recommendation:  Agency to find ways to encourage and strengthen advocacy
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NEXT STEPS:
· Outreach to the field at upcoming events using inventory tool to help prioritize new agency’s external relations activities
· Encourage the field to work together and develop relationships AoD/MH – Have a party!
· Work together to combat stigma issues
