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I. Purpose
To provide an overview of the methods for ensuring practitioner office site quality within Southwest
Michigan Behavioral Health’s (SWMBH) provider network, and to provide standards for site physical
accessibility, physical conditions, adequacy of waiting- and therapy/examining-room space, and
adequacy of medical/treatment record keeping.

Il. Policy
It is the policy of SWMBH to provide service locations that are safe and accessible. Practitioner office
sites must be physically accessible to all served with adequate space; be clean, sanitary and well
maintained; have adequate waiting and therapy/exam room space; and maintain confidentiality of
protected health information. Concerns regarding office site quality will be addressed by the
SWMBH Provider Network Department in order to institute appropriate remediate actions.

lll. Standards and Guidelines
A. Office Site Standards
1. Physical Conditions/Physical Accessibility
a. The facility is clearly identifiable from the road.
b. Adequate parking is provided, including handicapped spaces.
c. Handicapped access to facility, therapy / exam rooms, and restrooms is provided.
d. Exits, corridors, and hallways are free of obstruction.
e. Adequate waiting room seating area is available for each customer.
f. Safe and sanitary environment is maintained throughout the facility.
2. Adequacy of Therapy/Exam Room Space
a. Adequate space is provided for the practitioner, customer, and at least one family
member or other support in each therapy/exam room.
b. Rooms allow for privacy of conversation (voices of normal volume cannot be
heard through walls).
3. Adequacy of Medical/Treatment Record Keeping
a. Medical records reflect an organized system for consistent recording and
documentation of customer information.

1of2



SWMBH Operating Policy 2.17

b. Medical records are stored in a manner that allows for easy retrieval for customer
care.
c. Medical records are maintained in a confidential and secure manner that allows
access by authorized personnel only.
d. Medical records are not released without proper authorization.
B. SWMBH Provider Network Department representatives will receive and track member
complaints from their respective Customer Services Departments on a monthly basis.

C. SWMBH Provider Network representatives who have been trained in site visits will conduct
an office-site quality visit when a practitioner receives any member complaint regarding
physical accessibility, physical conditions, adequacy of waiting- and therapy/examine-room
space, or adequacy of medical/treatment record keeping.

D. The SWMBH office-site survey tool will be used by the Provider Network representative to
conduct the site visit. The site visit will take place within 60 days of the complaint receipt. A
summary of the site visit including findings will be given to the practitioner.

E. If the practitioner is deemed to have not met the established SWMBH thresholds for office-
site criteria, then the practitioner will be requested to develop a plan of correction to
address identified issues. Follow-up visits will be conducted every six months, at a
minimum, until the deficient thresholds are met.

F. If a practitioner receives three (3} or more customer complaints about physical accessibility,
physical site maintenance/cleanliness, adequacy of waiting and therapy/examination-room
space, or adequacy of medical/treatment record keeping within twelve (12) months, or if a
compliant is determined to be severe enough where members health and well-being is
potentially endangered or endangered, sanctions may be imposed in accordance with
SWMBH Operating Policy 2.13.

IV. Definitions
None

V. References
NQCA Credentialing arid Re-Credentialing CR-5

VI. Attachments
None
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