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MARY-KATE WELLS:
Welcome, everyone. We are just going to give it a moment as folks are joining.
I would love to see who we have on the call today. If you’d like, please put in the chat where you are joining from.
As folks continue to join, I want to welcome everyone to today’s Learn & Share: Fresh Focus – Consumer Rights and Responsibilities.
Today’s presentation is brought to you by the Independent Living Training & Technical Assistance Center, available through a contract with the U.S. Department of Health and Human Services. The Center is operated by the University of Montana’s Rural Institute for Inclusive Communities.
My name is Mary-Kate Wells. I am the Director of Programs at the National Council on Independent Living, on assignment with this project.
I use she/her pronouns. For a quick visual description: I am a white woman in my 30s with reddish hair, wearing a pink scarf.
Next slide.
Before we begin, a few housekeeping and accessibility notes:
We have ASL and CART available today. To access interpreters, click the interpretation channel located in your Zoom toolbar. ASL interpreters will be spotlighted. You may also pin them or access ASL through the interpretation channel.
We have captioning available in English and Spanish.
· To access English captions, click the “CC” button in your Zoom toolbar or use the link that will be dropped in the chat.
· Spanish captions are available only through the link in the chat.
If you experience any difficulties during the call, please reach out to the IL T&TA Center using the chat feature.
We will be monitoring the chat throughout the session, so please feel free to drop questions and comments. We will read those aloud when appropriate.
During the peer sharing portion, we ask that you use the “Raise Hand” function or the chat. We also have a Q&A box available. When you are not speaking, please stay muted.
If you are joining by phone:
· Press *6 to mute or unmute
· Press *9 to raise or lower your hand
Please state your name before speaking. That helps interpreters and supports the transcript.
At the end of today’s session, we will drop an evaluation link in the chat. If there are additional topics you’d like us to cover, please take a few moments to fill it out.
Next slide.
Today’s agenda will focus on:
· Understanding the purpose and key components of consumer rights and responsibilities documents
· Recognizing the roles and responsibilities of both staff and consumers in maintaining a respectful and accountable relationship
· Demonstrating how staff and consumers can use the document to clarify expectations and uphold shared standards of conduct
I am excited to hand it off to our peer speaker, Kelsey Bell.
Next slide, please. Kelsey will be leading today’s presentation. I will spotlight you, Kelsey, and we’ll jump right in.

KELSEY BELL:
Thanks, Mary-Kate.
Hi everyone. My name is Kelsey Bell. My pronouns are she/her. I am the Executive Director of Southwest Center for Independence.
On this slide is our logo: “Southwest Center for Independence,” with a setting sun behind a mountain range. My contact information, including my email, is also listed.
For a visual description: I am a white woman in my 30s with short, brown, curly hair. I am wearing a maroon shirt and speckled glasses.
Next slide, please.
A little bit about our center:
Southwest Center for Independence is located in Southwest Colorado, in the Four Corners region. We serve five counties and have about 15 employees at any given time.
In addition to the core services, we administer housing vouchers, operate an accessible transportation program, and run a Veteran Directed Care program.
This slide includes a photo from last spring of many of our team members in our Durango, Colorado office lobby, standing in front of our disability pride flag.
Next slide.

Framework Behind Consumer Rights and Responsibilities
The purpose of Title VII Independent Living philosophy (see 45 CFR 1329.2) is foundational here.
Consumer rights and responsibilities establish a framework for respectful engagement and expectations consistent with independent living principles.
Your consumer rights and responsibilities help guide:
· Intake and early conversations with consumers
· How behavior and conduct are addressed
· Consumer and staff expectations
Next slide, please.

Structure and Purpose
Your consumer rights and responsibilities document should include several sections.
Consumer Rights
This may include:
· Protecting access
· Confidentiality
· Nondiscrimination
· Accommodations and how to request them
Consumer Responsibilities
This should define expectations for:
· Participation
· Respectful conduct
· Collaboration in services
You may also include program-specific expectations that establish operational and safety standards. For example, our transportation program includes additional expectations. Your center may have similar additions for specific programs.
The document should also outline:
· Organizational authority (maintaining safety and setting boundaries)
· Grievance procedures, including internal processes and external options such as your state’s Client Assistance Program (CAP)
Next slide.

Formal Protections and Acknowledgment
Your document should include formal complaint protections, such as Title VI protections, and outline the process for addressing discrimination or civil rights violations.
It should also include acknowledgment of understanding — documenting that rights and responsibilities have been reviewed and agreed upon.
At our center:
· Consumers sign at intake
· If services continue long-term, they review and sign annually
Importantly, this document is more than just paperwork. It:
· Creates buy-in
· Supports work culture
· Strengthens working relationships
· Serves as a tool for addressing conflict
Historically, our center treated it more like a box to check during intake. It was not always used consistently or as a practical tool. Expectations were sometimes unclear, and application was inconsistent.
In recent years, we have revisited:
· How to use the document
· What language needs updating
· What it looks like in practice
This has been an ongoing learning process. We are currently making additional updates.
If your current document is not working well, you can revise it. Reflection and updates are always possible.
That’s a key point I want to emphasize today.
Next slide.

Shared Roles and Responsibilities
Consumer rights and responsibilities strengthen consumer control by clearly defining expectations for both consumers and staff.
For consumers, this supports:
· Respectful engagement
· Participation in goal-setting
· Following agreed-upon expectations
For staff, consistent application helps:
· Maintain safety
· Communicate expectations clearly
· Uphold agreements
Leadership’s role includes:
· Supporting frontline staff
· Providing escalation pathways
· Ensuring fairness in decision-making
This creates shared accountability between consumers, staff, and leadership, grounded in clarity, consistency, and mutual responsibility.
Next slide.

What This Looks Like in Practice
It begins at intake and early conversations. Expectations should be reviewed and clearly established from the start.
It also includes:
· Leadership and team consultation
· Clear escalation procedures
· Staff knowing when and how to escalate
· Leadership backing staff appropriately
This builds organizational trust and a safe, productive environment.
Consumer rights and responsibilities can also serve as a reference point when behavior becomes disruptive or unclear.
Next slide.

Clarifying Expectations in Difficult Situations
This includes:
· Upholding shared standards of conduct
· Navigating gray areas
· Determining severity
· Identifying appropriate responses
Centers should define non-negotiables, such as:
· Zero tolerance for harassment
· Zero tolerance for violence or threats
Staff must be trained regularly on:
· When to engage leadership
· How to respond collaboratively as a team
This supports effective management of challenging situations.
Next slide.

Re-Engagement After Difficult Situations
Difficult situations are inevitable.
When participation is disrupted, the document provides a structured way to:
· Reset expectations
· Determine whether services can resume safely
Re-engagement may involve:
· Reviewing what occurred
· Revisiting the rights and responsibilities document
· Clarifying what will be different moving forward
· Identifying needed supports or accommodations
· Reestablishing boundaries and shared responsibilities
Re-engagement is not automatic. It must be intentional and grounded in safety, clarity, and independent living principles.
At our center, the goal is never to suspend someone from services. We want to serve people. However, services must be delivered safely and in alignment with independent living philosophy.
You will receive a handout with guidelines and suggestions for re-engagement processes.
Next slide.

Ongoing Review and Updates
Your consumer rights and responsibilities document is a working document. It can always be updated.
In reviewing it, consider:
· Does it provide clear guidance in difficult situations?
· Are expectations and non-negotiables clearly defined?
· Do staff know when and how to escalate concerns?
· Is there a consistent process for pause and re-engagement?
· Does it balance safety with independent living principles?
Next slide.

MARY-KATE WELLS:
This is Mary-Kate. Thank you, Kelsey. We appreciate you setting the framework and sharing how your center implements and applies consumer rights and responsibilities, especially in difficult situations.
We have plenty of time for questions, challenges, or feedback. I’m going to stop the recording here.
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