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Welcome to the services at FIRSTwnc. We appreciate the opportunity to

serve you and look forward to getting to know you and your family. This
rly Years handbook contains information that should be helpful in informing you with
FIRST's services, regulations, policies and procedures. FIRSTwnc provides
advocacy, coaching and unique support so that the individual and family
create a life that they want to live

hool Age

FIRSTwnc's mission provides persons with disabilities and their families with
programs and advocacy to support and foster healthy, inclusive and self-
u It or determined lives. FIRSTwnc celebrates serving families in Western North
’ Carolina since 2002. The agency grew out of conversations between parents
Al most and special education providers. During comparisons of ideas and
information, the idea for an information and support center for families was
born. This diversity of viewpoints is a strength that serves FIRSTwnc well.

Hours of Operation

FIRSTwnc strives to provide services when convenient to individuals and families. FIRSTwnc staff will try to set a
schedule that works for your individual situation. Please be mindful of staff time and make appointments that you are
able to honor. FIRSTwnc office hours are Monday to Thursday from 9:00 am to 4:30 pm. Messages are returned the next
business day.

Enrollment Criteria and Procedure

Any individual/parent/guardian seeking information, advocacy, education, or coaching is eligible for our services. The
best way to access any service at FIRSTwnc is by completing a referral online at firstwnc.org/refer. Some services have
specific enrollment criteria i.e. diagnoses or geography that we can discuss when you contact us.

FIRSTwnc does not keep on file any medical documents or advance directives on file with the exception My FIRST Key
participates. FIRSTwnc staff will not meet with any individual without a natural support or paid staff who will be
responsible for contacting emergency medical support, if needed, with the exception My FIRST Key participates

FIRSTwnc works with all ages and all disability categories. We accept referrals from individuals, professionals and
agencies. No person, based on race, religion, sex, national origin or disability, can be excluded from participating in our
programs.

Service Area

FIRSTwnc works with persons in Buncombe and surrounding counties. Contact us about other counties as some
services are limited to specific counties. We are available to work with families in other counties depending on the
specific needs and the capacity of our staff to meet those needs.

Discharge Policies and Procedures

Termination of services will only occur when the individual has completed the service and/or authorization, has needs
that cannot be met by the agency, if a conflict of interest is identified, if the individual fails to make adequate progress or
comply with service recommendations, or there is a lack of communication or contact from the individual. As required,
FIRSTwnc will refer the individual to another provider and, upon request, will provide information about the agency's
grievance procedure. FIRSTwnc may terminate services by following the MCO guidelines.
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Cost or Service Fees

FIRSTwnc provides services using a variety of funding sources to support persons with disabilities and their
families. As provider agencies for Vaya Health and Partners Behavioral Health, some services may be covered by
Medicaid. If you do not have access to that funding, we may have other funds to cover the services so check with
us.

Services Provided and Not Provided
FIRSTwnc provides coaching, education, information and unique support to person with disabilities and their
families and/or support teams. Check out all our projects to better understand the variety of services available.
FIRSTwnc is not a clinical home for any individual and do not provide on call or 24/7 support for any services
except My FIRST Key participants. The agency that provides your direct care services is your clinical home for
contact in case of an emergency or call 911.

» FIRSTwnc staff will not engage in any restrictive interventions.

e FIRSTwnc does not conduct research and no individual will be part of a research program.

« FIRSTwnc staff will NOT administer any medication to individuals or provider transportation for any of our

services with the exception My FIRST Key members.

Waiting List
Check the specifics of our projects to see our intake process and possible waitlists. We strive to serve all
individuals as soon as possible but may have to work within an individual’s needs and staff capacity.

Privacy Information & Confidentiality

All individual files of FIRSTwnc are confidential. Only approved staff has access to these files. All files are kept
locked at the office location and in an EHR, which meets HIPPA standards as they are only accessible by staff of
FIRSTwnc. Legally responsible persons/guardians have the right to view the file of their self/child. Any employee
who improperly uses or discloses confidential information is subject to disciplinary action (up to and including
termination of employment) whether the employee actually benefited from the disclosed information. In many
cases, disclosure of confidential information is a violation of both State and Federal statutes. Violation, therefore,
can result in criminal prosecution.

Authorization to Release Confidential Information

FIRSTwnc will not release information from a confidential file without written consent. Only the legal
responsible person can give consent. The release of information consent has to be specific to what is
released, the purpose and must be time limited. Unless otherwise noted, releases expire 365 days after
date of signature. The legally responsible person has the right to refuse the release of information in
addition to approving the type of communication methods for conversations with our staff and other team
members. Protecting your protected information is very important and FIRSTwnc strives to honor your
trust.




Protection of Health Information
HIPAA, the Health Insurance Portability and Accountability Act, set national standards for the protection of
individually identifiable health information.

« Who must protect health information under HIPPA?
HIPPA only applies to covered entities such as health insurance programs/companies, including Medicaid
and Medicare, most health care providers, and health care clearinghouses. Organizations such as life insurers,
employers, and worker’s compensation carriers do not have to follow HIPPA privacy rules. Additionally, many
schools and school districts, state agencies like child protective service agencies, law enforcement, and
municipal offices are not covered under HIPPA privacy rules.

* What information is protected?
Most health information that is created by and/or held by the organizations covered is protected. This will mainly be
information health care providers put in your medical record, including conversations your doctor may have about your
care with nurses and others. It may also include information about you in a health insurer's computer system and billing
information about you. Although your information is protected, you do not always have the right to access a provider’s
psychotherapy notes. These notes are required to be kept separate from the patient’s medical and billing records. In
addition, information is no longer protected when it is stripped of identifiers such as name and social security numbers.

Generally, family and friends do not have a right to your medical information, but there are certain circumstances where it
is allowed, especially if you have given permission.

This information is a general summary that was taken from www.hhs.gov/ocr/hipaa/ and more information is available on
that site.

+ Reporting suspected abuse or neglect
North Carolina Law requires that FIRSTwnc notify Adult and Child Protective Services at the Buncombe County
Department of Social Services if there is any indication of possible abuse, neglect or exploitation of any participant.
Appropriate staff will telephone this concern to Protective Services at 828-250-5800. The report will include all relevant
information on the matter. FIRST will provide any and all other information requested by the Department of Social
Services regardless of who the perpetrator is suspected to be. If an allegation is made against a staff member, reports
must also be made to the LME/MCO and the NC Health Care Personnel Registry.

Cancellation Policies

Iliness Policy

If staff is sick and not be able to make an appointment, you will be notified as soon as possible. We will provide backup
staff as outlined in service plans, if applicable. If you or a family member is sick, please contact assigned staff to discuss
rescheduling, etc. Call our office at 828.277-1315, and leave a message, if you are unable to contact staff.

Closing Due to Inclement Weather

In the event of inclement winter weather, we follow the same schedule as AB-Tech in Asheville. If you have any
questions, please contact the staff person you are working with to check on any issues with weather. My FIRST Key is a
24/7, 365 day service and staffing is not cancelled for any weather event.

Emergency Closings

At times, emergencies such as severe weather, fires, power failures, etc., can disrupt FIRSTwnc operations. In some cases,
these circumstances may require the closing of our office. For FIRSTwnc, when an emergency occurs during nonworking
hours, the staff will contact the individual and/or family to discuss impact. If an emergency occurs during the workday
and FIRSTwnc has to close, staff will contact the individual and/or family to discuss impact on appointments.

Nondiscrimination

FIRSTwnc does not discriminate. No person shall, based on race, religion, sex, national origin or disability be
denied admission to or participation in the program. FIRSTwnc has staff that are Spanish speaking; if you need
access to this staff or other interpretation/translation support, notify your contact staff or our office.
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Grievances

FIRSTwnc maintains an open door policy for any grievances. Any individual, guardian, and/or caregiver has the right to file a
grievance. Grievances should be filed within 7 days of an incident. Any grievance filed will not result in any retaliation or barriers
to services. Any consumer, guardian, and/or caregiver wishing to place a grievance is encouraged to give it to the Executive
Director or Board Chair either verbally or in writing. The staff will respond to any issues within 24 hours of receiving it. If no
resolution can be made or the individual, guardian, and/or caregiver is not satisfied with the grievance resolution, the
complainant will be submitted as a written complaint to the Board of Directors. A resolution meeting is held within 5 working
days of receiving the complaint. The Board of Directors will make the final decision within 5 working days of meeting. Any
person wishing to file a grievance can report directly to the Board of Directors. Written notification regarding the actions taken to
address the complaint will be mailed to the applicable party within the timeframe listed above.

Contact us at: Phone: 828-277-1315 « Fax:828-277-1321 - email: info@FIRSTwnc.org

In the event the filing party is not satisfied with the resolution of a grievance, she/he may contact the following
e Vaya Health, if Vaya member grievances@vayahealth.com or 828-586-5501, ext. 1241

¢ Partners BH, if Partners member, Grievances@partnersbhm.org or Call 1-888-235-HOPE (4673)

« Disability Rights North Carolina Toll Free: (877) 235-4210 or by email: info@disabilityrightsnc.org

Grievances are reviewed annually by the Executive Director, Program staff and the FIRST Board of Directors to identify trends,
areas for improvement, and action to be taken to improve our services.
person’s rights in regard to services.

10ANCAC 27D .0303 (c) Each voluntary client or legally responsible person has the right to consent or refuse
treatment/habilitation in accordance with G.S. 122C-57(d). A voluntary client's refusal of consent shall not be used as the sole
grounds for termination or threat of termination of service unless the procedure is the only viable treatment/habilitation option
available at the facility.

General Status 122C-57. Right to treatment and consent to treatment. (d) Each voluntarily admitted client or the client's legally
responsible person (including a health care agent named pursuant to a valid health care power of attorney) has the right to
consent to or refuse any treatment offered by the facility. Consent may be withdrawn at any time by the person who gave the
consent. If treatment is refused, the qualified professional shall determine whether treatment in some other modality is possible.
If all appropriate treatment modalities are refused, the voluntarily admitted client may be discharged. In an emergency, a
voluntarily admitted client may be administered treatment or medication, other than those specified in subsection (f) of this
section, despite the refusal of the client or the client's legally responsible person, even if the client's refusal is expressed in a valid
advance instruction for mental health treatment. The Commission may adopt rules to provide a procedure to be followed when a
voluntarily admitted client refuses treatment.

General Statutes 122C-51 Declaration of policy on clients' rights. It is the policy of the State to assure basic human rights to
each client of a facility. These rights include the right to dignity, privacy, humane care, and freedom from mental and physical
abuse, neglect, and exploitation. Each facility shall assure to each client the right to live as normally as possible while receiving
care and treatment. It is further the policy of this State that each client who is admitted to and is receiving services from a facility
has the right to treatment, including access to medical care and habilitation, regardless of age or degree of mental illness,
developmental disabilities, or substance abuse. Each client has the right to an individualized written treatment or habilitation
plan setting forth a program to maximize the development or restoration of his capabilities.

You or your legally responsible person may ask for a copy of your treatment plan at any time by contacting our office at
info@firstwnc.org. You will be contacted by phone or email within two business days to make the plan available to you.
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