MR 21

When an agency cannot meet a client’s needs, the client must be redirected to another appropriate community agency or service. Mental health and/or addiction agencies should make every reasonable attempt to find a program that can accommodate the client’s needs.

Application

All funded agencies

Rationale

Few clients/consumers have in-depth knowledge of the structure, policies and operation of Ontario’s mental health and addiction systems. Consequently, they may seek service from an agency that cannot meet their needs. In those situations, agencies have a responsibility to redirect the client to an appropriate service.

Discussion

An agency’s decision not to admit a client/consumer is most often a function of five factors:

· The client, having been informed about the services offered by the program, chooses not to participate

· The program is operating at capacity, and cannot provide service to any additional clients 

· The program does not offer the level and/or type of service the client requires 

· Program staff to not have the necessary expertise to provide the required service

· The client’s symptoms or behaviour present a greater risk than the program can manage

Once program staff have determined that admission is not appropriate, they must assist the client in finding another service that will meet his/her needs. In the mental health system, this responsibility is a function of good practice. In the addiction system, it flows from the principle, articulated in Setting the Course: A Framework for Integrating Addiction Treatment Services in Ontario (MOHLTC 1999) that:
“The addiction treatment service system exists to meet the needs of people with addictions, who are clients of the system rather than clients of individual agencies.”

This principle suggests that staff should assess clients on behalf of the system, rather than on behalf of the agency that employs them, and that they are required to direct the client to the necessary service wherever it exists within the system.

To do so, staff often rely on their own knowledge of other local programs. In addition, however, they need access to information about programs, services and agencies with which they are not familiar. The Drug and Alcohol Registry of Treatment (DART) and the Ontario Problem Gambling Helpline (OPGH) provide this information with respect to Ontario’s substance abuse and problem gambling services respectively. Once it is launched in December 2005, Mental Health Service Information Ontario (MHSIO) will provide similar information about mental health services. Staff should be aware of DART, OPGH and MHSIO, and know how to access them. 

The Operating Manual also suggests that agencies develop policies that spell out:

· The number and mix of clients the agency can responsibly and reasonably manage

· The factors that staff should take into account when assessing whether a client is appropriate for the service (e.g. number of staff on duty, other services available):

· the agency’s links with other services, such as emergency medical services, other health services or law enforcement services, and the steps staff will take to refer clients to another, more appropriate service

Resources

The following resources are included:

· DART brochure

· OPGH brochure

The following additional resources are available online:

· Virtual directory of substance abuse treatment services, available at:

www.dart.on.ca/DART/owa/dart_directory_introI.intro_pageI
· Virtual directory of program gambling treatment resources, available at:

· www.opgh.on.ca/DART/owa/opgh_directory_introO.intro_page0 

· Website for Mental Health Service Information Ontario, available at:

www.mhsio.on.ca 

(NOTE: This site is not currently operational. Launch is scheduled for late 2005)

Related Mandatory Requirements

See:

MR 23: Waiting List Policy

MR 24: Wait List Reporting

MR 36: Change of Service Reporting

MR 39: Reporting to DART/OPGH
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