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Welcome to Kendalls Rehab Services of LA 

We are honored that you have chosen us to be a part of your behavioral health journey. 

Thank you for choosing us. We know that asking for help can be a big step, and we appreciate 
the opportunity to work with you. 

Our team is committed to providing compassionate, respectful, and person-centered behavioral 
health services to children, teens, adults, and families. We believe everyone has strengths, and 
everyone can learn, grow, and make positive changes. 

You are an important part of your care. We will listen to your concerns, respect your choices, and 
work with you to develop goals that are meaningful to you. We want you to feel safe, respected, 
and supported every step of the way. 

This handbook explains the services we offer, what you can expect from us, your rights and 
responsibilities, and how to ask questions or share concerns. It also explains how you can 
participate in treatment planning and provide feedback about your experience. 

If you have questions about any information in this handbook, please ask a member of our staff. 
We are happy to explain our services and answer your questions. 

Thank you for allowing us to be part of your journey toward improved health, wellness, and 
quality of life. We look forward to working with you and appreciate the opportunity to serve you 
and your family. 

Sincerely,  

Sharon Lair                                                                                                                                   
Executive Director 
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Our Mission 
Our mission is to provide accessible, person-centered, evidence-based behavioral health services that promote hope, recovery, 
resilience, and wellness for children, adolescents, adults, and families in our rural communities. We partner with the individuals 
we serve to build on their strengths, support informed choice, improve quality of life, and help each person achieve meaningful, 
measurable outcomes in the least restrictive environment possible. 

Our Vision                                                                                                                                         
Our vision is to strengthen the health and well-being of our communities by empowering individuals and families to achieve their 
fullest potential through compassionate, high-quality behavioral health services. 

Our Philosophy 
We believe every individual has unique strengths, abilities, and the right to make informed choices about their own life. Our goal 
is to provide compassionate, respectful, and inclusive services that support children, teens, adults, and families in reaching their 
personal goals and living as independently as possible.. 

Our services are guided by these principles: 

• We focus on each person's strengths, abilities, and potential. 
• We partner with each person to develop individualized goals and treatment plans. 
• We encourage informed choice and active participation in treatment decisions. 
• We recognize the important role of families and natural supports when desired by the person served. 
• We provide services in a welcoming, safe, and respectful environment. 
• We provide services that consider the whole person, including emotional, behavioral, physical, social, cultural, and 

spiritual needs, when identified by the person served. 
• We are committed to treating every person with dignity, respect, fairness, and compassion. 
• We work together with you to make sure you receive the care and support you need. When appropriate, different 

professionals work together with you to help you reach your goals. 

By following these principles, we work together with individuals and families to help them reach their personal goals, make 
informed decisions about their care, become as independent as possible, and take an active role in their families and communities. 
We are committed to providing services that are safe, respectful, and high quality. 

About Our Agency 

Who We Are                                                                                                                                     
Kendalls Rehab Services is an outpatient behavioral health agency that provides mental health services to children, teens, adults, 
and families. We are committed to helping individuals improve their emotional well-being, build on their strengths, and reach 
their personal goals. 
We understand that each person has unique experiences, needs, strengths, and goals. Our services are designed to support you as 
an individual and provide care that respects your choices, values, culture, and personal journey. 

Our office is located at 1715 Ashley Avenue, Suite A, Alexandria, LA 71301. Our office is open Monday through Thursday from 
9:00 am - 2:00 pm. Appointments are available before and after office hours. During office hours, you may contact us at 
318-625-7571. After office hours, you may contact us at 318-308-7110. 

Our Commitment to You                                                                                                                          
We are committed to providing services that are: 

• Respectful and welcoming to everyone. 
• Based on your individual needs, strengths, and goals. 
• Focused on your participation and choices in your care. 
• Provided in a safe and supportive environment. 
• Accessible to individuals and families in our community. 
• Designed to help you develop skills, improve wellness, and achieve meaningful goals. 

Who We Serve                                                                                                                                        
We provide services to: 

• Children and teens. 
• Adults. 
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• Families. 
• Individuals experiencing emotional, behavioral, or mental health challenges. 

We work with each person to identify their needs and connect them with services and supports that are right for them. 

Our Role in the Community                                                                                                                                                                     
As a rural behavioral health provider, we are committed to improving access to mental health services for individuals and 
families in our community. We partner with clients, families, and community resources to support wellness, recovery, and a better 
quality of life. We believe everyone deserves the opportunity to receive caring, respectful, and effective behavioral health 
services. 

Our Services 

Services We Provide                                                                                                                                
At Kendalls Rehab Services of LA, we provide outpatient behavioral health services to support children, adolescents, adults, and 
families. Our services are designed to help individuals understand their needs, build on their strengths, develop skills, improve 
relationships, and work toward their personal goals. 

Services are based on each person's needs and may include: 

Individual Counseling: Individual counseling provides a private and supportive setting where you can talk with a trained 
professional about your thoughts, feelings, challenges, and goals. Counseling may help you develop coping skills, manage 
emotions, improve relationships, and work through life challenges. 

Family Counseling: Family counseling helps family members improve communication, strengthen relationships, and work 
together to address challenges. Family involvement is encouraged when appropriate and with consideration of the person's goals, 
needs, and preferences. 

Child and Adolescent Services: Services for children and adolescents are designed to support emotional, behavioral, social, and 
developmental needs. Services may include working with the child, caregivers, and other supports to help promote healthy 
growth and success. 

Adult Behavioral Health Services: Adult services focus on helping individuals manage mental health concerns, improve daily 
functioning, develop coping skills, strengthen relationships, and work toward personal goals. 

Psychiatric Evaluation and Medication Management: Psychiatric services include evaluation, diagnosis, and medication 
management provided by qualified medical professionals. Medication management may include:                                                                                                          
	 -Reviewing your current medications and health history.                                                                                                                       
	 -Discussing treatment options.                                                                                                                                                       
	 -Monitoring how medications are working.                                                                                                                                     
	 -Discussing possible side effects.                                                                                                                                                           
	 -Making adjustments when needed.                                                                                                                                                 
	 -Answering questions about your medications.                                                                                                                                   

Medication decisions are made with you. Your preferences, goals, and concerns are important parts of the treatment process. 

Community-Based Services: Community-based services provide support in settings outside of the traditional office when 
appropriate and available. These services are designed to help individuals develop skills, access resources, and improve their 
ability to participate successfully in home, school, work, and community environments. 

Screening, Assessment, and Treatment Planning: Before beginning services, you will participate in an assessment to help 
identify your needs, strengths, challenges, and goals. Together with your provider, you will develop a treatment plan that 
identifies the services and supports that best meet your needs. 

Care Coordination and Referrals: When appropriate, we may work with other providers, schools, healthcare professionals, 
community resources, and support systems to help coordinate care and connect you with additional services. 

Telehealth Services: Telehealth allows you to receive certain services through secure video communication when appropriate. 
Your provider will discuss whether telehealth is a good option for you and explain how to participate. 
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Your Participation in Services  - You are an important part of your care. We encourage you to:                                                                                                                                               
	 - Share your goals, concerns, and preferences.                                                                                                                                                                 
	 - Ask questions about your services.                                                                                                                                                                        
	 - Participate in developing and reviewing your treatment plan.                                                                                                                                     
	 - Provide feedback about your experience.                                                                                                                                                                                
	 - Let us know if your needs or goals change.                                                                                                                                                   
Our goal is to work with you to provide services that support your well-being and help you achieve meaningful outcomes. 

Appointments and Attendance                                                                                           
Keeping your appointments is an important part of reaching your treatment goals. We understand that unexpected situations 
happen, and we will work with you whenever possible to reschedule appointments. 

Scheduling Appointments                                                                                                
Appointments are scheduled based on your treatment needs and your provider's availability. If you need to schedule, change, or 
cancel an appointment, please contact our office 24 prior to the appointment during normal business hours. 

Arriving for Your Appointment                                                                                                 
Please arrive a few minutes before your scheduled appointment so there is enough time to update any necessary information.If 
you are running late, please call the office as soon as possible. If you are 15 or more minutes late, please reschedule, your 
appointment may need to be rescheduled. 

If You Need to Cancel                                                                                                                           
If you cannot keep your appointment, please let us know as soon as possible. Giving advance notice allows us to offer the 
appointment time to another person who may need services. 

Missed Appointments                                                                                                                          
If you miss an appointment without notifying us, we will make reasonable efforts to contact you to check on your well-being and 
help you reschedule.Repeated missed appointments or cancellations may affect your treatment and could result in a review of 
your services. Before making any decisions about continuing services, we will discuss the situation with you, consider any 
barriers that may be making it difficult to attend appointments, and work with you to develop a plan whenever possible. 

If You Are Unable to Attend                                                                                                                   
If transportation, childcare, work, illness, or other challenges make it difficult to attend appointments, please let us know. We will 
work with you to identify available options, which may include: 

• Rescheduling your appointment. 
• Telehealth services, when appropriate and available. 
• Connecting you with community resources. 
• Adjusting appointment times when possible. 

Telehealth Appointments                                                                                                                          
If you receive services through telehealth, please: 

• Join your appointment at the scheduled time. 
• Be in a private place where you can speak freely. 
• Use a device with a reliable internet connection whenever possible. 
• Let us know if you have technical problems before or during your appointment. 

Office Closures                                                                                                                                    
If the office closes because of severe weather, an emergency, or another unexpected event, we will make every effort to notify 
you and reschedule your appointment as soon as possible. 

Staying Connected                                                                                                                                
If your phone number, address, email address, emergency contact, or insurance information changes, please let us know as soon 
as possible. Keeping your information up to date helps us stay in contact with you and provide the best possible care. 
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What You Can Expect 
Starting behavioral health services is a partnership. We want you to understand what to expect and how you will be involved in 
your care every step of the way. 

Expectations                                                                                                                                   
Your First Appointment - During your first visit, you will meet with a member of our treatment team. We will get to know you, 
talk about your concerns, discuss your strengths, and learn what you hope to achieve through services. During this first visit, you 
or your child's parent or legal guardian may be asked to complete one or more questionnaires about the concerns that brought you 
to our agency. These questionnaires ask about symptoms, feelings, behaviors, and daily functioning. Your answers help us better 
understand your needs, identify your strengths, and recommend services that are right for you. We may ask you to complete these 
questionnaires again from time to time so we can measure your progress and make changes to your treatment plan if needed. 

During your first visit, we may ask questions about: 

• Your current concerns. 
• Your physical and mental health history. 
• Your family and support system. 
• School or work. 
• Your strengths and interests. 
• Your goals for treatment. 
• Any medications you are taking. 

This information helps us understand your needs and determine the services that may be most helpful. 

Assessment - The assessment is an important part of getting started. It helps us understand your strengths, needs, preferences, 
abilities, and challenges.You are encouraged to ask questions, share information, and tell us what is important to you. With your 
permission, we may also gather information from family members, your primary care provider, your school, or other people 
involved in your care. 

Your Treatment Plan - After your assessment, you and your provider will develop a treatment plan together. 

Your treatment plan will include: 

• Your goals. 
• Your strengths. 
• Services that will help you reach your goals. 
• How often you will receive services. 
• Ways to measure your progress. 

Your treatment plan belongs to you, and you are encouraged to take an active role in developing and reviewing it. 

Your Participation - You are an important member of your treatment team. We encourage you to: 

• Share your ideas, concerns, and goals. 
• Ask questions if you do not understand something. 
• Help make decisions about your care. 
• Tell us if your needs or goals change. 
• Let us know what is working well and what could be improved. 

For children and adolescents, parents or legal guardians are encouraged to participate in treatment. We also encourage young 
people to share their thoughts, feelings, and goals. 

Appointments - Your provider will work with you to schedule appointments based on your needs and treatment plan. If you 
cannot keep an appointment, please call us as soon as possible so we can reschedule your visit. Regular attendance helps you 
make progress toward your goals. 

Reviewing Your Progress - Your provider will regularly talk with you about your progress and review your treatment plan. 
Together, you may decide to: 
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• Continue your current services. 
• Change your goals. 
• Add or reduce services. 
• Refer you to other services if needed. 

Your treatment plan may be updated whenever your needs or goals change. 

Ending Services - Services may end when: 

• You have met your treatment goals. 
• You decide you no longer want services. 
• Another level of care better meets your needs. 
• You move or choose another provider. 
• You and your provider agree that services are no longer needed. 

Before services end, we will work with you to develop a discharge plan. This may include recommendations, community 
resources, referrals, and information to help you continue making progress after treatment. 

Cultural Respect, Accessibility, and Accommodations 

Respect for Every Person                                                                                                                 
At Kendalls Rehab Services of LA, we believe every person deserves to be treated with dignity, respect, and kindness. We 
recognize that each person has unique experiences, beliefs, values, strengths, and needs. We are committed to providing services 
that are welcoming, respectful, and responsive to the individuals and families we serve. 

Providing Equal Access to Service                                                                                                  
We provide services to eligible individuals without discrimination. We are committed to ensuring that people have access to 
services regardless of: 

• Race. 
• Color. 
• National origin. 
• Religion or spiritual beliefs. 
• Age. 
• Sex. 
• Disability. 
• Language. 
• Culture. 
• Personal background. 
• Other characteristics protected by law. 

Respecting Your Culture and Preferences                                                                                   
Your culture, values, beliefs, and personal experiences are important parts of who you are. We will work with you to understand 
what is important to you and consider your preferences when planning your care. You are encouraged to share information about: 

• Your cultural background. 
• Your family traditions. 
• Your beliefs and values. 
• Your preferred ways of receiving support. 
• Any concerns that may affect your ability to participate in services. 

Language Assistance 

We want to make sure you understand your services and have the opportunity to participate fully in your care. If you need 
assistance because of a language difference, please let us know 72 hours before your appointment. We will work with you and 
your LA Medicaid Insurance to provide appropriate language assistance or interpretation services. 
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Accessibility and Accommodations                                                                                                    
If you have a disability or need an accommodation to participate in services, please tell a member of our staff.                    
Possible accommodations may include: 

• Assistance with communication. 
• Accessible appointment arrangements. 
• Additional support during visits. 
• Other reasonable changes to help you participate in services. 

We will work with you to identify appropriate supports based on your needs. 

Supporting Individual Choices                                                                                                        
We believe you are the expert on your own experiences. We will listen to your goals, respect your choices, and work with you to 
provide services that support your well-being. If there is something we can do to make your experience better, please let us know. 
Your feedback helps us improve our services. 

Your Rights and Responsibilities                                                                                                          
We are committed to treating every person with dignity, respect, and compassion. We believe that you are an important partner in 
your care.As a person receiving services, you have certain rights, and you also have responsibilities that help us provide safe, 
effective, and respectful care. 

Your Rights - You have the right to: 

• Be treated with dignity, respect, kindness, and courtesy. 
• Receive services in a safe, welcoming, and supportive environment. 
• Be treated fairly without discrimination based on race, color, national origin, religion, age, sex, disability, sexual 

orientation, gender identity, or any other characteristic protected by law. 
• Receive information in a way you can understand. 
• Ask questions and receive answers about your care. 
• Participate in making decisions about your treatment. 
• Help develop your treatment plan and set your own goals. 
• Make informed choices about your care, including the right to accept or refuse services, unless otherwise required by 

law. 
• Be told about the benefits, risks, and alternatives to recommended services. 
• Have your privacy and confidentiality protected as allowed by law. 
• Know who is providing your care and their role. 
• Request an interpreter or other reasonable accommodations if needed. 
• Have your cultural, spiritual, and personal values respected. 
• Receive services that are based on your strengths, needs, and goals. 
• Be free from abuse, neglect, exploitation, harassment, retaliation, or unnecessary restraint. 
• Review your health record and request changes as allowed by law. 
• Request a copy of the Notice of Privacy Practices. 
• Voice concerns, make suggestions, or file a complaint without fear of retaliation. 
• Receive information about fees, billing, and insurance before services are provided, when possible. 
• Be involved in planning for your discharge or transition to other services. 

Your Responsibilities - You can help us provide the best possible care by: 

• Treating staff, other clients, and visitors with respect. 
• Taking an active role in your treatment and working toward your goals. 
• Providing complete and accurate information about your health and any changes that may affect your care. 
• Asking questions if you do not understand your treatment or have concerns. 
• Following the treatment plan you helped develop or talking with your provider if you would like to make changes. 
• Keeping scheduled appointments or notifying us as soon as possible if you need to cancel or reschedule. 
• Arriving on time for appointments whenever possible. 
• Providing current contact, insurance, and emergency contact information. 
• Following agency policies that help maintain a safe environment. 
• Respecting the privacy and confidentiality of other clients. 
• Taking medications as prescribed or discussing concerns with your healthcare provider before making changes. 
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• Paying any required copayments, fees, or balances according to agency policy. 
• Letting us know if you are dissatisfied with your services so we have the opportunity to address your concerns. 

Family and Guardian Participation                                                                                             
When services are provided to a child or when another person is legally authorized to make healthcare decisions, parents, legal 
guardians, or other authorized representatives may exercise certain rights on behalf of the person served, as permitted by 
law.Whenever appropriate, we encourage children, adolescents, and adults to participate in decisions about their care and to share 
their goals, preferences, and concerns. 

If You Have Questions About Your Rights                                                                                       
If you have questions about your rights or responsibilities, or if you believe your rights have not been respected, please speak 
with your provider or any member of our staff. We want to hear your concerns and will work with you to address them in a 
timely, respectful, and fair manner. 

Your Privacy and Confidentiality                                                                                                    
Your privacy is important to us. We are committed to protecting your personal and health information and keeping it confidential 
as required by law. Our staff receives training on privacy and confidentiality and follows federal and state laws that protect your 
information. 

How We Use and Share Your Information                                                                                     
We may use or share your health information to: 

• Provide your treatment and care. 
• Coordinate your care with other healthcare providers, when appropriate. 
• Bill your insurance company or other payer for services. 
• Operate and improve our programs and services. 
• Meet legal and regulatory requirements. 

Whenever possible, we will share only the information that is needed for the purpose. 

When We Need Your Permission                                                                                                      
In most situations, we will ask for your written permission before sharing your health information with another person or 
organization, including: 

• Family members or friends who are not involved in your care. 
• Schools. 
• Employers. 
• Attorneys. 
• Community agencies. 
• Other healthcare providers who are not involved in your treatment. 

You may change or cancel your permission at any time by notifying us in writing, unless the information has already been shared 
based on your permission. 

When We May Share Information Without Your Permission                                                 
There are times when the law requires or allows us to share information without your permission. These situations may include: 

• To protect you or someone else from a serious and immediate threat of harm. 
• To report suspected abuse, neglect, or exploitation of a child, older adult, or vulnerable adult, as required by law. 
• When ordered by a court or required by law. 
• For certain public health or public safety purposes. 
• To comply with government oversight, licensing, or accreditation requirements. 
• For billing and payment of services, as allowed by law. 

If you have questions about when your information may be shared, please ask your provider. 
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Your Privacy During Treatment                                                                                                                                     
We make every effort to protect your privacy by: 

• Holding conversations in private whenever possible. 
• Keeping your records secure. 
• Using secure systems to store and share health information. 
• Limiting access to your records to staff who need the information to provide your care or perform their job duties. 

Email, Text Messages, and Telehealth                                                                                                  
If you choose to communicate with us by email, text message, or telehealth, we will use secure methods whenever possible. 

Please remember: 

• Email and text messages may not always be completely secure. 
• We recommend that you do not send sensitive or urgent medical information through regular email or text messages. 
• Telehealth appointments are provided using secure technology designed to protect your privacy. 

Your provider will discuss communication options with you and answer any questions you may have. 

Your Health Record                                                                                                                        
You have the right to: 

• Request to review or receive a copy of your health record, as allowed by law. 
• Request that incorrect or incomplete information be corrected. 
• Request restrictions on how your information is used or shared.                                                                                                           

While we will consider your request, we may not always be able to agree if the law requires us to use or share the information. 

Questions About Privacy                                                                                                                      
You will receive a separate Notice of Privacy Practices that explains in more detail how your health information may be used and 
shared and describes your rights under federal privacy laws. If you have questions or concerns about your privacy or believe your 
privacy rights have not been respected, please speak with your provider or contact our Privacy Officer. We will review your 
concerns promptly and will not retaliate against you for asking questions or filing a complaint. 

Records and Access to Information 

Your Health Record                                                                                                                     
During your time receiving services at Kendalls Rehab Services of LA, we keep a record of your care. Your record may include 
information such as: 

• Your assessment. 
• Treatment goals and plans. 
• Progress notes. 
• Services provided. 
• Other information related to your care. 

Your record helps us provide safe, effective, and coordinated services. 

Your Right to Access Your Record                                                                                                               
You have the right to request access to your health record and request a copy of your record, as allowed by law.                              
To request access to your record: 

• Contact Kendalls Rehab Services of LA and ask about the record request process. 
• Complete any required request forms. 
• Provide any information needed to help us identify your record. 
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We will review and respond to your request according to applicable laws and agency procedures. 

Requesting Changes to Your Record                                                                                                  
If you believe information in your record is incorrect or incomplete, you may request that changes be made. Your request will be 
reviewed within 45 days and you will be notified of the decision within 90 days. A request for a change does not always mean the 
record can be changed, but your request will be considered. 

Protecting Your Information                                                                                                              
We protect your health information and limit access to individuals who need the information to provide services or complete their 
job responsibilities. Your information will only be shared as permitted by law or with your written permission. 

Children and Adolescents                                                                                                                         
For children and adolescents, access to records is based on applicable laws and the rights of parents, legal guardians, and the 
child or adolescent receiving services. Our staff can help explain who may access information and answer questions about 
privacy and records. 

Questions About Your Record                                                                                                              
If you have questions about your record, privacy, or how your information is used, please speak with your provider or contact: 
Executive Director, Sharon Lair at 318-625-7571. We are committed to helping you understand your information and participate 
fully in your care. 

Family and Natural Support Involvement 

Working Together With Families and Supports                                                                              
At Kendalls Rehab Services of LA, we believe that supportive relationships can play an important role in a person's well-being 
and success. Family members, caregivers, and other trusted individuals may be valuable partners in helping a person reach their 
goals.We encourage involvement from family members and natural supports when it is appropriate and when the person 
receiving services chooses to include them. 

What Are Natural Supports?                                                                                                    
Natural supports are people in your life who provide encouragement, assistance, or support. Natural supports may include: 

• Family members. 
• Friends. 
• Caregivers. 
• Trusted adults. 
• Community members. 
• Other people you identify as important in your life. 

Family Involvement in Services                                                                                                 
When appropriate, family members and supports may participate in services by: 

• Sharing information that may help us better understand your needs. 
• Helping identify goals and strengths. 
• Learning ways to provide support. 
• Participating in treatment planning or meetings when appropriate. 
• Supporting progress outside of appointments. 

Your provider will discuss ways family members or supports may participate based on your needs, preferences, and treatment 
goals. 

Children and Adolescents                                                                                                                  
For children and adolescents, parents or legal guardians are often important members of the treatment team. When appropriate 
and allowed by law, caregivers may be involved in: 
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• Sharing information about concerns and strengths. 
• Helping develop treatment goals. 
• Learning ways to support their child. 
• Participating in treatment discussions. 

We also encourage children and adolescents to share their thoughts, feelings, and goals. Their voice and participation are 
important parts of their care. 

Adults and Choice                                                                                                                       
Adults receiving services have the right to decide who is involved in their care. We respect your choices about whether family 
members, friends, or other supports participate in your treatment. We will not share your information with others without your 
permission unless required or allowed by law. 

Respecting Privacy                                                                                                                           
We understand that every person and family is different. Some people may want a lot of support from family and others may 
prefer to keep their services more private. We will work with you to determine what type of support is helpful and appropriate 
while respecting your rights and confidentiality. 

Building Support Systems                                                                                                                     
Our goal is to work together with you and the people you choose to involve in your care to help you reach your goals, strengthen 
relationships, and improve your overall well-being. 

Client Participation in Quality Improvement 

Your Feedback Matters                                                                                                                                   
At Kendalls Rehab Services of LA, we believe that the people we serve are important partners in improving our services. Your 
experiences, suggestions, and feedback help us understand what we are doing well and where we can improve. We encourage you 
to share your thoughts about your experience with our agency. 

Ways You Can Provide Feedback 

You may provide feedback by: 

• Completing client satisfaction surveys. 
• Sharing comments or suggestions with your provider or another staff member. 
• Using the agency suggestion box. 
• Speaking with a supervisor or agency leader. 
• Participating in other feedback activities offered by the agency. 

How We Use Your Feedback                                                                                                                
We review feedback from clients and families to help improve the quality and effectiveness of our services. 

Your feedback may help us: 

• Identify areas where we are doing well. 
• Find ways to improve services. 
• Better understand the needs of individuals and families. 
• Improve communication and client experiences. 
• Develop new ways to better support the people we serve. 

Your Voice Is Important                                                                                                            
Sharing feedback is always your choice. You may provide positive feedback, suggestions, or concerns. Your decision to share 
feedback will not affect your ability to receive services. We appreciate your willingness to help us continue providing respectful, 
safe, and effective behavioral health services. 
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Safety and Environment Expectations 

Creating a Safe and Respectful Environment                                                                                     
At Kendalls Rehab Services of LA, we are committed to providing a safe, welcoming, and respectful environment for everyone 
who receives services, works at our agency, or visits our office. Everyone has a role in creating a safe environment. We ask 
clients, families, visitors, and staff to treat each other with respect, kindness, and understanding. 

Respectful Behavior                                                                                                                         
We ask that all individuals: 

• Treat others with dignity and respect. 
• Use respectful language and behavior. 
• Respect the privacy and personal space of others. 
• Follow staff instructions related to safety. 
• Communicate concerns in a respectful manner. 

Safety Concerns                                                                                                                             
Your safety is important to us. Please tell a staff member if you have concerns about: 

• Your safety or the safety of someone else. 
• Threatening or unsafe behavior. 
• A situation that makes you feel uncomfortable. 
• Any concern about abuse, neglect, exploitation, or mistreatment. 

Staff will respond to safety concerns as quickly as possible and take appropriate steps to protect the well-being of those involved. 

Threats, Violence, and Harassment                                                                                     
Threatening behavior, violence, harassment, intimidation, or actions that may harm yourself or others are not allowed. If a person 
becomes unsafe, staff may take steps to protect everyone involved. This may include seeking emergency assistance when needed. 

Weapons and Unsafe Items                                                                                                           
Weapons or items that could be used to harm yourself or others are not allowed on agency property. If you have questions about 
whether an item is allowed, please ask a staff member. 

Substance Use                                                                                                                                       
To maintain a safe environment: 

• Alcohol and illegal drugs are not permitted on agency property. 
• Individuals should not come to appointments under the influence of substances that affect their ability to participate 

safely in services. 
• If substance use creates a safety concern, staff may discuss available supports and resources. 

Smoking and Tobacco Use                                                                                                         
Kendalls Rehab Services of LA follows applicable laws regarding smoking and tobacco use. Smoking, vaping, or tobacco use is 
not allowed in the building. Smoking is only outside of the building 25 feet away from the door entrance. 

Emergency Procedures                                                                                                                     
In the event of an emergency, staff will provide instructions to help protect everyone’s safety. 

Emergencies may include: 

• Fire. 
• Severe weather. 
• Medical emergencies. 
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• Safety concerns. 

Please follow staff directions during emergency situations. 

Working Together                                                                                                                             
We understand that everyone has different experiences and needs. Our goal is to provide a place where people feel safe, 
respected, and supported while receiving services. 

Emergencies and Crisis Services 

If You Are Having an Emergency                                                                                            
Kendalls Rehab Services of LA is an outpatient behavioral health provider. We do not provide emergency or 24-hour crisis 
services.If you believe you or someone else is in immediate danger or is experiencing a medical or mental health emergency, do 
not wait for an appointment or a return phone call. 

Please do one of the following: 

• Call 911 if there is an immediate danger or medical emergency. 
• Go to the nearest emergency department. 
• Call or text 988 to reach the Suicide & Crisis Lifeline for free, confidential support available 24 hours a day, 7 days a 

week. 
• Contact 1-855-242-2735 for a local mobile crisis response. 

If You Are Thinking About Hurting Yourself or Someone Else                                                            
If you are having thoughts of hurting yourself or someone else, or you feel you cannot keep yourself or another person safe: 

• Call 911 or go to the nearest emergency department. 
• Call or text 988 to speak with a trained crisis counselor. 
• Tell a trusted family member, friend, or another person who can help you get immediate assistance. Your safety is the 

most important priority. 

During Office Hours                                                                                                                            
If you are experiencing an urgent mental health concern during our regular business hours, please call our office. A member of 
our staff will help determine the best way to respond to your situation. 

If your situation is life-threatening or requires immediate attention, call 911 or go to the nearest emergency department. 

After-Hours Concerns                                                                                                                         
If you need help after our office is closed, you may call 318-308-7110 and our staff will provide assistance. If it is urgent, please 
use one of the emergency resources listed above. 

Crisis Planning                                                                                                                                     
If you are at increased risk for a behavioral health crisis, your provider may work with you to develop a personalized safety or 
crisis plan. This plan may include: 

• Warning signs that you may need additional help. 
• Healthy coping strategies. 
• People you can contact for support. 
• Emergency phone numbers and community resources. 
• Steps to take if your symptoms become worse. 

We encourage you to keep a copy of your safety or crisis plan where it is easy to find and to share it with trusted family members 
or support persons if you choose. 

Follow-Up After a Crisis                                                                                                                           
If you receive emergency or crisis services, we encourage you to contact our office as soon as possible. We will work with you to 
schedule a follow-up appointment, review your needs, and update your treatment plan if necessary. 
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Financial Information 

Medicaid Coverage                                                                                                                    
Kendalls Rehab Services of LA currently accepts Louisiana Medicaid (Aetna, Amerihealth Caritas, Healthy Blue, Humana, and 
Louisiana Healthcare Connections) for covered behavioral health services. Please bring your current Medicaid card and a photo 
ID to your first appointment and whenever your information changes. 

Covered Services                                                                                                                                                         
Many behavioral health services are covered by Louisiana Medicaid. Some services may require authorization or must meet 
certain Medicaid requirements. Our staff will help verify your Medicaid eligibility and explain your covered services whenever 
possible. 

Keeping Your Coverage Current                                                                                                        
It is your responsibility to: 

• Keep your Medicaid coverage active. 
• Notify us if your Medicaid coverage, address, phone number, or other information changes. 
• Provide any updated insurance or identification information before your appointment. 

If your Medicaid coverage cannot be verified, your appointment may need to be rescheduled until your eligibility can be 
confirmed. 

If Your Medicaid Coverage Has Ended                                                                                                 
It is your responsibility to keep your Medicaid coverage active. If your Medicaid coverage has ended, cannot be verified, or does 
not cover the services you receive, you will be responsible for paying for those services. 

If we are unable to verify your Medicaid eligibility before your appointment, your appointment may be rescheduled until your 
coverage can be confirmed. If you choose to receive services before your eligibility is verified, you will be responsible for 
payment. 

Payment                                                                                                                                          
Our agency accepts cash payments only. Payment is due at the time services are provided unless other arrangements have been 
approved by the agency. If you have questions about your Medicaid coverage, eligibility, fees, or payment responsibilities, please 
speak with a member of our staff before your appointment so we can discuss your options. 

Questions About Coverage                                                                                                               
If you have questions about your Medicaid benefits or eligibility, please ask a member of our staff. We will do our best to answer 
your questions or direct you to the appropriate Medicaid resource. 

No Surprise Charges                                                                                                                                        
If there are services that are not covered by Medicaid or that may result in a cost to you, we will discuss this with you before the 
service is provided whenever possible.  

Complaints, Grievances, Appeals, and Feedback 
We want you to have a positive experience with our agency. If you have a concern, complaint, or suggestion, we encourage you 
to let us know. Your feedback helps us improve our services. You will not be treated differently or lose services because you ask 
questions, express concerns, or file a complaint in good faith. 

If You Have a Concern                                                                                                                            
If you are comfortable doing so, we encourage you to first discuss your concern with your provider or another staff member. 
Many concerns can be resolved quickly through open communication. If your concern is not resolved or you do not feel 
comfortable discussing it with your provider, you may speak with a supervisor or the Executive Director. 
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Filing a Complaint or Grievance                                                                                                   
You have the right to file a complaint or grievance about any aspect of your care or services.                                                          
You may file a complaint: 

• In person. 
• By telephone. 
• In writing. 
• By letter 
• By email. 
• Through our client suggestion or feedback box. 

If you need help filing a complaint, a staff member will be happy to assist you. 

What Happens After You File a Complaint                                                                                 
When we receive your complaint or grievance, we will: 

• Listen to your concerns. 
• Review the information you provide. 
• Conduct an appropriate review or investigation. 
• Respond to you as soon as reasonably possible. 
• Work to resolve the concern in a fair and respectful manner. 

The agency will acknowledge receipt of the complaint within two (2) business days. A written response will generally be 
provided within ten (10) business days after receipt of the complaint. Some complaints may take longer to review depending on 
the circumstances. If that happens, we will keep you informed about the status of your complaint. 

Appeals                                                                                                                                                 
If you disagree with the complaint decision, you may request that the decision be reviewed. A supervisor or other appropriate 
member of leadership will review the information and provide you with a response within fifteen (15) business days after receipt 
of the appeal.. 

You may file additional appeal rights through Louisiana Department of Health, your Medicaid Managed Care Organization 
(MCO), or Professional licensing boards. Our staff can help you understand these rights if they apply to you. 

Suggestions and Feedback 

We welcome your ideas about how we can improve our services. 

You may share feedback by: 

• Speaking with your provider or another staff member. 
• Completing a client satisfaction survey. 
• Using the agency's suggestion box. 
• Contacting a supervisor or the Executive Director. 

Your comments and suggestions help us improve the quality of our services. 

Contact Information 

If you would like to file a complaint, ask a question, or share feedback, please contact: 

Executive Director, Sharon Lair 
Phone: 318-625-7571 
Email: contact@kendallsrehab.com 

If your concern cannot be resolved through our agency, you may also contact your Medicaid Managed Care 
Organization for additional assistance or Louisiana Department of Health (LDH) Health Standards Section,                                                                                
Phone: 800-660-0488
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