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Welcome to

Patient Orientation Handbook
Banner Thunderbird Medical Center
5555 W. Thunderbird Road, Glendale AZ 85306
Main Hospital: 602/865-5555

Sandia Nursing Station: 602/865-4793

Cascade Nursing Station: 602/865-2099

Visiting Hours: 
11:30a.m. – 1:00 p.m. 
&

4:30 p.m. – 6:00 p.m.

Sunday through Saturday
Patient Phones:
Sandia A: 602/865-4783 & 602/865-4784

Sandia B: 602/865-4787 & 602/865-4788

Cascade: 602/865-5721
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A Message from the Director

To those we serve,

On behalf of the staff at Banner Thunderbird Behavioral Health, I would like to welcome you to our patient care units for your care and treatment.  We realize this is a stressful time for you and your loved ones.  Our goal is to provide excellent care with compassion to assist you in your recovery process toward wellness.

Please assist us in this process through active participation in planning your treatment and discharge plans.  We welcome and invite involvement from you and family, friends, and care providers you choose to assist in these plans.

We know that the discharge process is important to you and your loved ones.  Please speak with your clinical care manager to assist you in this matter.  In order to provide efficient service to all patients, we suggest an 11:00 a.m. discharge time.

Our goal is to provide an excellent behavioral health care experience.  Thank you for choosing BTMC Behavioral Health as your preferred care provider.

Sincerely,

Victoria Booth, RN, MSN

Director, Behavioral Health Services
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WELCOME
This handbook is intended as a resource for your stay at Banner Thunderbird Behavioral Health. It will help familiarize you with the unit routine on admission and serve as a reference during your stay. We are concerned with your comfort, safety, privacy, and personal needs. We strive to provide you with very good care through out your stay and to keep you informed about your treatment.
Please read this handbook at the beginning of your hospitalization and then keep it in a handy place such as your night table for the remainder of your stay. In addition to this information handbook, all of the staff are here to help you with questions and issues as they arise. 

At Banner Thunderbird Behavioral Health (BTBH), we practice team-oriented patient care. Our treatment-team goal is to provide you with excellent mental health care with minimal disruption to you, your family, your work, or your daily routine. Your treatment-team consists of your doctor, nurses, case managers, recreational therapists, psychiatric/ behavioral health technicians (BHT’s), and yourself. Above all, you are the most important member of the team.
Please be aware that in order to provide maximum safety for all patients admitted to BTBH, the units remain secured (locked) at all times. This is done for the primary purpose of both keeping patients safe and insuring that they feel safe at all times.
Patient Satisfaction
Thank you for choosing Banner Thunderbird Behavioral Health for your behavioral health care and services. It is our mission to make a difference in people’s lives through excellent patient care. We take pride in what we do and always strive to make improvements to better meet the needs of our patients and their families.  We want to provide you with the best healthcare experience possible.

To accomplish our mission, we rely on feedback from you to let us know where we have met your expectations and where we need to improve. At the time of discharge from the hospital, you will be given a satisfaction survey to complete regarding how the hospital met your specific health care needs with regards to your comfort, safety, and privacy, keeping you informed about your care, and meeting your needs. You may leave the completed survey with us or mail it in at a later time. 

Thank you for caring enough to let us know how we are doing, and thank you again for choosing Banner Thunderbird Behavioral Health.  
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The Admission Process
During the admission process, in addition to completing admission paperwork and a brief physical assessment, nursing staff will orient you to the unit and the program to ensure you feel informed about your treatment experience. They will show you to your room and make sure that you have the personal care items that you require to feel comfortable, safe, and meet your needs. They will also inspect your belongings to insure that no unsafe items are brought onto the unit. You have the right to be present while your belongings are searched and care will be taken to maintain your sense of privacy. 

In order to assess patient physical well-being, you will be requested to change into a gown so that the nurse may complete a comprehensive visual assessment. At that time, your clothing items will be carefully checked by a psychiatric technician to insure that any items deemed unsafe according to hospital policy are not brought onto the unit. If a prohibited item is found it may be secured for return to you at the time of discharge, or in the case of illegal substances, may be disposed of by licensed staff. Firearms and drug paraphernalia will be turned over to the Benner Thunderbird Medical Center (BTMC) Security Department.
Close scrutiny of property or person is never intended to convey mistrust and neither is it intended to communicate suspicion of “wrong doing.”  It is simply a standard of care that helps keep BTBH a safe place for everyone.  Please remember that even though a particular item might pose no threat to you, it may be on our “prohibited items” list because it has already proven to be a dangerous item to someone else.

We encourage you to limit the amount of personal items that you bring in due to restricted storage facilities. A patient stay averages 3 to 5 days, so we therefore advise you to bring in no more than you might normally pack for an informal, long-weekend vacation. Should your stay prove longer, friends and relatives may bring you additional items.

In order to protect your valuables, we encourage you to send jewelry, large amounts of cash, and credit cards home with your family or friends. As there are vending machines on the property, you may want to retain $5.00 to $10.00. There is a safe on hospital property in which your valuables and cash in excess of $10.00 may be secured.  Although we have found that items such as identification (i.e. driver’s license or an insurance card) may be useful to you, we ask that these be secured in the safe with the remainder of your valuables.
Our Treatment Philosophy

Our treatment philosophy is based on your participation in the individualized treatment plan. The individualized treatment plan is a multidisciplinary therapeutic approach. This approach includes your admitting physician, your case manager, your nurse, and your recreational therapist. Others who may be involved in your treatment plan include your significant other or family members and outside agencies that provide mental health care and substance abuse services. The implementation of the individualized treatment plan includes your participation in the  therapeutic milieu. Participation in this milieu involves attending groups and the use of medication, provided in the least restrictive environment possible. 
Our goal is to provide you with excellent and compassionate care. From the day of admission, the treatment team will work with you to assess your treatment needs so that you are well prepared for discharge. You will participate in the development of your individualized treatment plan, which will include discharge plans, recommended groups, and individual therapy sessions held privately with your case manager. Your psychiatrist and case manager will meet with you on a daily basis to discuss your care, length of stay, and keep you informed. Whiteboards posted on the unit will contain useful information about groups, unit activities, and identify the primary caregivers on each shift who will ensure your comfort. 
In order to maintain your safety, you will remain on the unit, which is locked, for the duration of your stay. It is the policy of BTBH that when an individual presents as a danger to self or others, the use of seclusion or restraints may be warranted. This decision is carefully considered and the least restrictive choice is preferable. The use of seclusion and restraints will be used only when other alternatives have failed and does require a physician’s order. Our goal is to work with you and your family to promote and maintain a safe environment.
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GROUP PROGRAMMING


Our goal is to provide you with an excellent therapeutic experience during your stay.  This program has been carefully designed to meet your treatment needs and includes groups for relapse prevention training, assessing the impact of addiction and/or mental illness on all aspects of your life, and incorporating leisure education, coping skills, and spirituality in your recovery program. As you review this schedule you will also see opportunities for relaxation, recreation, a daily time for completing assignments, and built in free time to use for rest, reflection, journaling, reading, phone calls or seeing visitors.  

Your physician, case manager, nurse, recreational therapist, and psychiatric technicians will work with you to achieve your treatment goals.  We strongly encourage your full commitment and participation in all scheduled groups and activities on your unit. Group attendance is 
essential to ensure you receive the best possible care. Be sure to ask your case manager or any of our staff if you have questions about our groups. We are committed to providing you with excellent care.

Groups

Groups are a very important part of your treatment at Banner Thunderbird Behavioral Health. During group times the telephones and television are turned off, the patio is locked, and smoking is prohibited. Requests for snacks, non-emergent phone calls, or personal care items 

must be made during non-group times. This is done to facilitate undistracted attention to group 
meetings. All patients are expected to attend. In order to ensure that all participants are able to achieve the most benefit from the group experience, please arrive to groups on time and remain in the group until its completion. Occasionally you may be called out of a group to speak to your physician or case manager. Please return to the group session as soon as you are able and quietly rejoin the activity.
Schedule Variations
Occasionally schedules may reflect changes due to holidays or other special needs of the patients on each unit. Additionally, you may attend some groups on a different unit depending on group content and your individual treatment goals. 
Individualized Assignments
Your treatment team members will work with you to address your current treatment needs. While group involvement is an important component of our program, you may also be provided with individualized assignments. These assignments will address issues that go above and beyond the content of groups. You will have the opportunity to process these assignments with your case manager or another member of the treatment team during private sessions.
Unit Transitions
While all attempts will be made to keep you comfortable, you may experience a transition to another unit during your stay. This will occur to ensure that you are placed on the unit most appropriate for your level of care. You will be informed of any changes that are planned so that you may prepare for a move in a timely manner.
Staffing Changes
Banner Thunderbird Behavioral Health provides services seven days a week. To accommodate this, our staff must work on a rotating basis. During your stay you may encounter different nurses, case managers, therapists, and psychiatric technicians. All of our highly qualified staff are committed to providing you with excellent care and always will have the time to introduce themselves to you to make sure you feel safe and comfortable and to attend to your needs.
Daily Routine
(See the Daily Unit Schedule for details.)

	Time
	Activity

	6:00 - 7:00 a.m.
	Vital Signs and Medications



	7:30 – 8:00 a.m.
	Breakfast


	8:00 – 9:00 a.m.
	Hygiene Time



	9:00 to 10:00 a.m.
	Community Meeting (routine, rules, goal setting etc.)


	10:30 – 11:30  a.m.
	Therapy or Education Group

	11:30 – 1:00 p.m.
	Lunch and Visiting



	1:00 – 2:00 p.m.
	Therapy or Education Group



	2:30 – 3:30 p.m. 
	Therapy or Education Group or Free Time



	3:30 – 4:30 p.m. 
	Therapy or Education Group or Free Time



	4:30 - 6:00 p.m.
	Dinner and Visiting



	6:00 – 7:00 p.m.
	Community Support Group or Social Recreation



	7:30 – 8:30 p.m.
	Education Group



	9:00 – 9:45 p.m.
	Wrap-up Group




Your Personal Property

At Banner Thunderbird Behavioral Health your safety is our main priority. Because of this, some items may be prohibited or limited in use on the unit. At admission, a BTBH staff member will go through the items you have brought to the hospital with you and will let you know which items you may keep in your room, which items must be kept for limited use at the nurse’s station, and which items must be placed in a locker until discharge. This process is not intended to make you feel uncomfortable, but is a necessary step in ensuring your safety as well as the safety of others. As always, we will try to meet any needs you have to feel comfortable by allowing items which are safe and appropriate.
All patients placed on any level of safety precautions will have unsafe items removed from their room per staff discretion. You will be informed of this and the belongings will be held in a secure area. Certain items belonging to your roommate may also be restricted in order to maintain the highest level of safety in your environment as possible. 
Prohibited Items

These items should preferably be sent home. If not, they will be locked up in a secured area until the time of discharge. Please be aware that this list is not all inclusive. 

·  Art and craft supplies

·  Backpacks

·  Belts and suspenders

·  Cameras

·  Cans (soda, aerosol sprays, etc.)

·  CDs, radios, cassettes, DVD players, videos, TVs, walkmans, VCRs, 

                                 headsets with cords, etc. 
·  Cellular phones

·  Clippers

·  Clothes with reference to drugs, alcohol, and pornography

·  Clothing with drawstrings

·  Computers

·  Food

·  Glass containers

·  Hats and caps

·  Hygiene products containing alcohol
·  Large earrings and heavy jewelry (necklaces and bracelets)
·  Luggage

·  Medications

·  Non-prescription sunglasses

·  Overalls

·  Mirrors

·  Nylon stockings

·  Matches or lighters

·  Metal Hangers

·  Musical instruments

·  Pagers

·  Platform shoes

·  Purse

·  Scissors

·  Shoelaces

·  Steel-toed footwear

·  Ties
Weapons of any kind and drug paraphernalia will be handled by the BTMC Security Department.
Limited Use Items
The items listed below are kept in a designated area, in individual containers. These items are available during scheduled distribution times. Patients on suicide precautions may only use limited items with staff supervision, per staff discretion.
· Blow dryer
· Curling iron
· Dental floss
· Electric razors
· Hair spray (pump containers only)
· Make-up (5 item limit)

· Razors (Will be prohibited if on suicide precautions)

· Shaving cream

In Room Items

The items listed below may be kept in your room.  Some items may be held as limited use or prohibited items if safety concerns arise.
· Chapstick

· Comb

· Mouthwash (no alcohol)

· Non-metal Brush

· Roll-on deodorant

· Shampoo

· Toothbrush

· Toothpaste

· Vaseline

Dress Code
It is requested that patients bring with them attire that is deemed appropriate for the setting. Tee shirts that bear logos advertising alcoholic beverages or promote sexualized or substance related statements will not be permitted. For female patients blouses and tops should not be provocative or expose excessive areas of flesh. Tube tops, low-cut tank tops, tops exposing the midriff or that are unnecessarily close fitting will not be permitted. For all patients, appropriate pants or shorts must be worn. As a precaution, foot coverings such as slippers or socks must be worn during waking hours. Shoes that have laces are not permitted on the unit, but other shoes and sandals may be worn, subject to staff discretion. 
When belongings are checked in by unit staff, any items of clothing that fall into the above categories will be sent home or held in storage along with prohibited items and returned to the patient at time of discharge from the unit. 
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A washer and dryer are available on the unit. Detergent is also available. When using the dryer, please remove lint from the lint trap before starting the machine--your clothes will dry quicker. Laundry facilities are not to be used during scheduled group times.

Your Room
A primary goal of Banner Thunderbird Behavioral Health is to maintain a safe environment for all patients at all times. Personal safety is valued as a right that each person is assured of during their hospitalization. In an effort to promote as safe an environment as possible, it is necessary for unit staff to do a complete room examination at least two times per day for items that could cause safety concerns for patients and staff. Patients have the option to be present at the time that the individual room examination occurs.
You are responsible to make your own bed and keep your room neat. Staff will distribute fresh linen as needed. Please change your own linen unless doing so would be a hardship. If you need assistance, please ask.

Food and drinks are not permitted in patient's rooms for public health reasons.

It is unit policy that visits to patients by other patients, family or friends not occur in patient rooms. Common areas, the patio, and the group room are accessible.
   Telephones
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To protect your privacy, you will be asked to choose a phone security code upon admission. This code will regulate who the staff can acknowledge your presence to while you are on the unit. Without this code, staff members may not even state your presence on the unit as a patient. You may amend your phone code at anytime during your stay by contacting the nursing staff. Your family is welcome to call the Nurses Station at any time if they have concerns or if there is an emergency, but you must be sure to sign an "Authorization to Release Information Form" in order for staff to be able to speak with your family members. If authorization has not been given in writing, unit staff are not legally permitted to release any information regarding your stay or treatment. Your case manager will speak to you about the individuals you wish to be involved in your treatment and will obtain necessary authorizations from you.
Patients are welcome to use the patient telephones located on each unit to make local calls. You may give out the numbers to these phones to your friends family or to whomever you may wish to contact you. Patients are responsible for answering the phones and taking messages. Cell phones are not permitted to be used on the unit under any circumstances by patients or visitors. If a patient needs to access their cell phone address book, it is to be done on admission. Cell phones will be returned to the patient at the time of discharge. 
The unit phones are available for patient use between 6:00 am and 11:00 pm, except during group times when telephone service will be shut off.  Please limit your calls to 10 minutes or less.  Do not make numerous successive calls without allowing others to also have a turn.  Please note that patients are not permitted to use the nursing station telephone for local and long-distance calls. If you need to make a long distance call as part of your treatment or discharge planning, please inform your case manager who will assist you.
Meals

[image: image9.wmf]There is a mealtime and menu schedule posted on the unit. Every morning a member of the dietary staff will arrive on the unit to record your meal choices for the day. If you are asleep or unavailable when the dietary staff arrives, a standard meal will be ordered for you. Special dietary needs will be assessed by a registered dietician. Please inform the staff of any dietary restrictions or food allergies that you may have. As a patient, you will eat your meals in the day room or patio.  

The hospital provides three meals and four snacks per day. Outside food is permitted on a limited basis. If a patient requests family members to bring food items on to the unit, only items that are pre-wrapped or sealed, including fast food items and meals prepared at home, will be permitted. Beverages brought in must be in sealed plastic containers. For your safety and the safety of others, no cans or glass containers of any kind are permitted. Please limit the amount of beverages brought in to one six pack or two two-liter bottles.
Visiting

There are two daily visiting times seven days per week: 11:30 a.m. – 1:00 p.m. and 4:30 – 6:00 p.m. Children under the age of fifteen years are not permitted on the unit during a patient’s stay for reasons of supervision and safety. We request that no children be left unaccompanied by a guardian or adult while on hospital premises.

[image: image4.wmf]
[image: image10.png]
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To maintain the comfort of all, we permit smoking only on the patio areas. You may keep a pack of your cigarettes on your person or in your room. Extra packs will be labeled and placed in a safe keeping area in a designated area. Although cigarette lighters and matches are prohibited items on the unit, there is a cigarette lighter installed on the patio wall for those who wish to smoke. The patio area is not available for smoking during group times. The patio will be locked from Midnight to 6:00 a.m. each day.  
Patient Responsibilities
You are responsible to attend all the groups offered in your individualized treatment program. Your participation and involvement is an essential part of your program.  

Please note that for your safety, staff does make regular rounds throughout the night.  If you are awake at any time during rounds, please inform the staff person.  Doing so will help us accurately monitor your sleep patterns and will provide us with a helpful indicator of your recovery.  Please be reassured rather than startled by nighttime rounds.
Our daily routine begins with a wake-up call from the night staff each morning, at which time they will also take your vital signs. 

Staff expects that you will then arise and dress for breakfast.  If you have scheduled lab work, a staff member will come to draw your blood sometime after 5:00 am.

You should approach the nurse’s station to receive all routine medication. Standard medication times are at 7:00 a.m., 1:00 p.m., 5:00 p.m., and 9:00 p.m.  Please speak to your nurse if you need or expect to receive medications at other times.
Please help to maintain an environment that is safe and comfortable for all by cleaning up after yourself, respecting the privacy of others, and using appropriate language and volume when speaking on the phone or to others.

Discharge

Discharge will be scheduled to occur at approximately 11:00 a.m. Please make arrangements with your family or friends for transportation home based on that time. If you have a need for assistance with transportation, please let us know as soon as possible. Once you have been informed of a discharge date, the hospital asks that your belonging be packed as soon as possible.  This enables the Environmental Services staff to prepare rooms for new admissions.  At the time of discharge all prohibited items, or items retained in storage will be returned.  Please be sure to review all items prior to discharge to insure that nothing has been overlooked or is unaccounted for.  Any personal items or articles of clothing left at the hospital following discharge will be retained for a period of 30 days and then distributed to charitable organizations.
Prior to discharge you will meet with the nurse and case manager assigned to your care to review your discharge plans. Before leaving the hospital, it is important that you understand and feel informed about your discharge plans. 
Patients who have been discharged may not return to the facility to visit other patients. 
Your Opinion Counts
You will be provided at discharge time with a patient satisfaction survey. Because we value your input, it is important to us that you complete the survey. You may do so before your leave or send it by mail at a later time. There is a secure box on the unit where you can place the survey if you choose to complete it before going home. The survey will ask you to rate us on how well we were able to maintain your comfort, safety, and privacy, how well we were able to meet your needs, and on how well we were able to keep you informed.
Fees and Refunds
Banner will identify and resolve credits on claims in a timely manner. Credits resulting from patient overpayments are either transferred to another account with an outstanding patient balance or refunded to the patient upon identification. 
We’re Listening

It is our goal to resolve any grievances or complaints that you may have in the most appropriate way possible. There are many ways for you to voice your concerns. You may speak any staff member, you may put your concerns in writing, you may ask to speak to a department administrator, and you may include your concerns in the satisfaction questionnaire. If you have any concerns about your care or treatment, please let us know. We will assist you in the grievance procedure. Our hope is to work with you immediately to resolve any issue related to your comfort, safety, privacy, meeting your needs, and keeping you informed.

Other Agencies
The following agencies may be contacted if you need further assistance in resolving a problem or grievance.

· AZ Department of Health Services

      Office of Behavioral Health Licensure

      150 N 18th Ave, Suite 410

       Phoenix, AZ 85007

       602/364-2595

· AZ Department of Health Services
      Behavioral Health Services
      150 N. 18th  Avenue, 2nd Floor
      Phoenix, AZ 85007
      (602) 364-4558
· AZ Department of Health Services

Human Rights Advocate
150 N. 18th  Avenue, Suite 200
Phoenix, AZ 85007
(602) 364-4585
· AZ Center for Disability Law

      3839 N 3rd St., Suite 209

      Phoenix, AZ 85012

      602/274-6287
· BTMC Human Rights/ Patient Advocate Department
      5555 W. Thunderbird Road

      Glendale, AZ 85306

      602/865-5910

· Arizona Department of Economic Services

    APS (Adult Protective Services)

     1122 N 7th St., Suite 205

     Phoenix, AZ 85006

     1-877-767-2385

· Arizona Department of Economic Services

                                 CPS (Child Protective Services)

      P.O. Box 44240

      Phoenix, AZ 85064

     1-888-767-2445
· Value Options

5022 N. 54th Ave

Glendale, AZ 85301

623/931-4343

· Director of BTMC Behavioral Health
602/865-5421
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