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Welcome to the Institute of Living
The Institute of Living’s model of care is derived from a longstanding humanistic
tradition founded on the principles of moral treatment for those we serve.
Treatment at the Institute of Living is based on respect for the dignity and individ
uality of each patient. This principle is embodied in the therapeutic connections
between patients and staff working together to achieve the healthiest result, along
with a rigorous commitment to scientific advances Such collaboration is guided and
sustained by the “best practices” of the Institute. These practices have been devel
oped from many sources including clinical research, evidenced-based outcome
studies, advances in psychopharmacology, and patient input. The expertise and
compassion of the staff translates best practices into healing encounters. Our “Best
Practices Model” is used as a guide to establish the best quality of care possible for
our patients and families. These practices, shaped by Hartford Healthcare’s core
values of integrity, equity, caring, excellence and safety, embody the essence of our
treatment approach, assisting the staff to carry forth the mission of the Institute of Living.
We holistically endorse the philosophy of Trauma-Informed Care as one of our evidence-based best practices.
This philosophy emphasizes the reduction of re-traumatization and the promotion of healing through creating
a physically and emotionally safe environment, establishing trust and boundaries, supporting autonomy and
choice, creating collaborative relationships and participation opportunities and using a strengths and empower
ment-focused perspective to promote resilience. Our vision is to create a trauma informed environment in all of
our settings and to enhance patient experience and quality of care, which will result in increased access and
more positive outcomes.
At the Institute of Living, diversity, equity and inclusion are at the core of who we are. We are dedicated to fostering
an environment of inclusivity that recognizes and embraces diversity in all its forms. All members of the IOL
community strive to deliver health care that respects individual dignity and dismantles the inequities entrenched
in our health care systems.
We are committed to the equitable treatment for our workforce, clients and their families, students and learners,
and communities served. We apply this aim to all people, embracing diverse backgrounds, identities, and lived
experiences. Our commitment to this practice, therefore, means we do not tolerate discrimination.
We recognize the history of our institution and work to develop an increasingly more just future. We value the
feedback we receive from our patients and workforce. We remain diligent in learning from our mistakes with
humility as we work together to be a stronger health care network for all to further inform treatment and provide
the highest level of care for our patients.

Michael Dewberry, MD

Javeed Sukhera, MD, PhD, FRCPC

Medical Director, Institute of Living

Chair of Psychiatry, Institute of Living
Chief of Psychiatry, Hartford Hospital
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Contact Information

Tobacco-Free Environment

To contact a patient in the hospital call 860.545.2711.
To contact any department not listed in the quick
reference phone listing, call 860.545.5000 or 5.5000
from any hospital phone.

Because smoking is a major preventable cause of dis
ease and death, smoking, including e-cigarettes and
vapor products, ARE NOT ALLOWED on any Hartford
Hospital campus.
Your healthcare team will work with you to help you
cope with a tobacco-free environment and/or quit if
you use tobacco products:
• Speak with your physician about medications that
might be available to help you quit.
• Call the QUITLINE at 1-800-QUIT-NOW

Visiting Hours
Note: At times, these visiting hours may be subject to change per
unit needs. We will keep you up to date if this occurs.

Donnelly 1 South

Nursing Station: 860.545.7107
Visiting Hours (People allowed to visit are Parents or guardians,

Grandparents, and siblings ages 12 and above.)

Weekdays: 6p.m. to 8p.m.
Weekends & Holidays: 1 p.m. to 3p.m., 6p.m. to 8p.m.

Donnelly 1 North

The Facility Directory
The facility directory identifies your location while you
are in the hospital. The facility directory is used by
staff throughout the hospital when a caller or visitor
to the hospital wants to know your location (unit, room
number, telephone number) or if a member of the
clergy is trying to locate you.
If you choose not to be included in the facility direc
tory your location (unit, room number, telephone
number), even your presence within the hospital, will
not be given out to anyone who calls or inquires about
you, including any member of the clergy. Also, no mail
or flowers will be delivered to you.
Upon admission, you determine what information, if
any, is communicated and to whom it is given. For
example, you may decide that no information is com
municated to anyone, or perhaps you want to
designate only one person to know about your care.
You may also dictate how and where the hospital
sends you written information, including follow-up
appointments.
If you have questions contact the Patient Relations Department at 860.972.1400 or 2.1400 from any hospital phone.

A Guide for Patients, Families & Friends

Nursing Station: 860.545.7060
Visiting Hours (visitors age 12 and above are allowed)
Weekdays: 1:00p.m. to 2:30p.m., 6p.m. to 8p.m.
Weekends & Holidays: 1p.m. to 4p.m. & 6p.m. to 8p.m.

Donnelly 2 South

Nursing Station: 860.545.7063
Visiting Hours (visitors age 12 and above are allowed)
Weekdays: 6p.m. to 8p.m.
Weekends & Holidays: 1 p.m. to 4p.m. & 6p.m. to 8p.m.

Donnelly 2 North

Nursing Station: 860.545.7062
Visiting Hours (People allowed to visit are Parents or guardians,
Grandparents, and siblings ages 12 and above.)

Weekdays: 6p.m. to 8p.m.
Weekends & Holidays: 1p.m. to 3p.m. & 6p.m. to 8p.m.

Donnelly 3 South

Nursing Station: 860.545.7069
Visiting Hours (visitors age 12 and above are allowed)
Weekdays: 6p.m. to 8p.m.
Weekends & Holidays: 1p.m. to 4p.m. & 6p.m. to 8p.m.

Donnelly 3 North

Nursing Station: 860.545.7064
Visiting Hours (visitors age 12 and above are allowed)
Weekdays: 6p.m. to 8p.m.
Weekends & Holidays: 1p.m. to 4p.m. & 6p.m. to 8p.m.
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You are Our Partner in
Safety and Quality
We want you and your family members to feel like
true partners in your plan of care. Your care team
wants you to feel confident to share any concerns or
fears you experience. Patients that participate in their
care as active partners often experience a more satis
fying and successful hospital stay. Here are some ways
that you can become actively involved in your care.

Patient Safety:
Keeping You Safe
Check Your Name Bracelets
Check your name bracelet to make sure all your
name and date of birth is correct. If something is
incorrect or cannot be read, please tell your nurse.
Your caregivers will frequently be asking you for your
first and last name, as well as your date of birth. We
ask you to tell us your name and date of birth and
check your name bracelet to make sure that you are
the correct patient prior to giving you medications,
drawing blood, giving you any treatment, and before
taking you for a test.
We also want to be sure your bracelets are always
accurate and in place as we scan these to insure
the highest level of safety during medication
administration.

Medication Safety
In addition to your prescription medications, tell
caregivers about all of the medications you are taking,
including vitamins, over-the-counter drugs (aspirin,
antacids, pain relievers, etc.) and herbal supplements
or “natural” products. These can all have unwanted
effects when combined with medications or anesthesia.
Familiarize yourself with the name, color, size and dos
ages of the medications you are taking in the hospital.
Ask questions about why you are on them, if there are
any side-effects, and if there are any foods or activities
you should avoid while on the medication.
If you do not recognize a medication, question the
nurse. Make sure staff checks your identification
bracelet prior to giving you medications.

Report Any Changes to Your Doctor or Nurse
Your doctor and nurse need to know about any
changes in your condition or new symptoms to help
make an accurate diagnosis and assist in managing
any problems. If you feel that something has changed
in your condition, alert your caregivers. Alerting fam
ily and friends about your condition can help them
advocate for you. They may also be able to alert medi
cal staff to changes in your condition.
If you feel that a caregiver has not addressed your safety
concerns, please contact the nursing unit manager or the
Patient Safety Office at 860.972.2625 or 2.2625 from any
hospital phone.

Colored wrist bands identify alerts
Colored wrist bands are used to identify alerts on
patients and reflect the standardized American
Hospital Association colors:

• Yellow for fall risk
• Red for allergies
• Pink for limb restrictions (wristband goes on
affected limb, all other bands are placed on
arm opposite of affected limb)
• Blue for difficult airway
• Gray for Aspiration Precautions
• No Blood CBMS Patients (bloodless medicine)
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Infection Prevention
and Control
Hand Hygiene
Hand hygiene is the cornerstone of every infection
prevention and control program. It is the first and
foremost way to prevent infections, and is taken very
seriously at Hartford Hospital. Every caregiver has
taken a pledge to perform hand hygiene.
Hand hygiene may be accomplished by using good
old fashioned soap and water, or Purell® waterless
hand sanitizer. All caregivers at Hartford Hospital
are expected to perform hand hygiene before and
after every patient encounter. Patients and visitors
should also perform hand hygiene before eating, after
using the bathroom or when entering or exiting the
patient’s room. Hand hygiene removes bacteria and
viruses and prevents them from being transferred to
you, your loved ones, other patients or caregivers.

Transmission-based Precautions
Certain bacteria or viruses are spread easily from
person to person and are easily transferred to the
environment or equipment by an infected person.
Depending on the type of bacteria or virus, they can
be spread through the air by coughing or sneezing,
by equipment or hands.
When a patient is identified with one of these types of
bacteria or viruses, certain precautions may be insti
tuted to be sure they are not transferred to others.

Fall Prevention: Staying Safe
There are things YOU CAN DO to avoid falling
while in our care:
• Wear the double-sided grip slippers or non-skid
shoes when out of bed
• Notify our staff immediately if any fluid is spilled on
the floor
• Move slowly when getting out of bed, and wait a few
moments before walking away from the bed or chair
• Be aware of any tubes, drains, or equipment
attached to your body that might cause you to trip
• Do not use mobile objects such as IV poles, over-bed
tables or unlocked wheelchairs to steady yourself.
Work with our staff to assist you, especially if you
feel weak, dizzy, tired, or uncertain of your ability
• Notify our staff immediately even if you almost fall
or just lose your balance a bit. We can assist you in
confidently moving about

Things that WE WILL DO to be sure your stay
is safe:
• We will work with your doctors and caregivers to
determine if you are at a higher risk of falling.
Your nurse assesses your risk of falling when you
are admitted to the hospital and then throughout
each day.
• If you are at risk, we will provide special care and
support including:

A sign will be posted by the entrance to the room to
identify the type of protective equipment to be worn
in the patient’s room. It might instruct the caregiver
to wear a mask, gown or gloves depending on the
best way to stop the bacteria or virus from traveling.
Hands must be washed before and after the equipment
is worn.

• Signage to advise caregivers and loved ones to
inform them that we are paying special attention
to your mobility

Help us stay true to our word – please remind us if we
should ever forget to perform hand hygiene.

• Your bed or chair may be equipped with an audible
signal to let us know you have moved away and need
our assistance. Do not turn off your bed or chair
notification device. And please do not sit on the edge
of the bed as you may slide off or fall.

If you or your family has questions or concerns, please do not
hesitate to call Infection Control at 860.972.0321 or 2.0321
from any hospital phone.

• You will be given a yellow bracelet to let our caregivers
know to support you wherever you are in our hospital
or facilities. Even your slippers will be yellow and have
a special grip pattern to keep you from slipping!

• Our caregivers will assist you with the appropriate
equipment, and remain with you while you use the
bathroom. Most falls happen in this situation.

And in all cases remember CALL …
so you DON’T FALL!
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Rounding

Your Care Team

We will round often to check in on you to help us
anticipate your needs and monitor your well-being so
that you, your family and your visitors can focus on
your recovery.

Upon admission each patient is assigned a Nurse,
Clinician and Psychiatrist/Provider who will coordinate
his/her care during the hospitalization. Several Treatment
Team conferences are held, Monday through Friday, and are
attended by the Clinician and representatives from other
treatment disciplines and are supervised by a managing
Psychiatrist who oversees the medical and psychiatric
administration of care.
The following descriptions will help you understand
what the different staff members’ roles are. Each unit has
a photo of all the members of the Treatment Team.

Psychiatrist: Your Psychiatrist is your doctor and the
leader for the treatment team, ordering medications and
any diagnostic tests needed. He/She will meet with you
daily while you are here in the hospital, and will also make
the decision as to when your discharge will occur.

During Rounding You Should Expect the
Nursing Team to:
• Address your comfort and safety
• Assist you with any activities of daily living, such as
if you need assistance to the bathroom or to walk in
the hallway
• Make sure you have everything you need in a place
where you can reach it
• Ask if there is anything else we can do for you
If at any time during your stay you have any concerns,
please call the nurse manager so we can address them in
a timely manner.

Nurse Practitioners (NPs): Are advanced practice
providers who work with the psychiatrist to oversee your
care. Similar to the psychiatrist, the nurse practitioner will
order medications and any diagnostic tests needed. He/She
will meet with you daily while you are here in the hospital,
and will also collaborate with the team to make the decision
as to when your discharge will occur.
Clinicians: Guide their patients and their families in
helping to identify problems and to develop coping strategies
to assist in dealing with a wide variety of issues affecting
mental health. Individual, group and family therapy are
provided by the Clinician. They act as a liaison between the
treatment team, family, patient, and community providers.
The Clinician, in conjunction with the treatment team’s
recommendations, assists in the development and imple
mentation of a safe and realistic discharge plan.
Unit Nurse Manager: The Nurse Manager supervises all
of the Nursing Staff and is responsible for all of the nursing
care planning for our patients. The Unit Nurse Manager is
administratively responsible for the overall unit functioning.
The Unit Nurse Manager leads a “Community Meeting”
weekly to be available to all patients for any concerns or
questions about their treatment.

Nurses: Nurses on our unit are all Registered Nurses (RN’s)
who have been specially trained in Psychiatric Nursing. RNs
administer medications and treatments, monitor medical
conditions, communicate patient conditions to the treat
ment team, and educate patients and their families to
promote wellness and prevent illness. Nurses wear a royal
blue uniform to help you identify your nurse.
Psychiatric Technicians: Are members of the nursing
staff. Psychiatric Technicians assist patients with personal
care needs, and report any concerns to the Nurses.
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Patient Administrative Assistants/Unit Secretary:
Greet guests arriving on the nursing unit. Provides admin
istrative support for staff, communicates with other units.

Pharmacist: Provides pharmaceutical (medication)
services in collaboration with your doctor and medical
team.

Chaplain: Provides emotional and spiritual support.
Registered Dietitian: Assists with your nutritional
care; may include special or restricted diet, tube feeding
or parenteral nutrition.

Patient Advocate: Helps patients and family members
with any questions, concerns, compliments or problems
during a hospital stay. To reach an Advocate, call
860.972.1100 or extension 21100 Monday through Friday
between 7 a.m. and 3:30 p.m.

Professional Students/Residents: The Institute of
Living is a teaching facility that sponsors many profes
sional student programs. During the course of your stay
you may encounter students in various supervised roles.
These students are partnered with a professional in their
field of study at all times while they are here.
Occupational Therapist: Customizes strategies for
each individual to resolve problems, improve function,
and support everyday living activities. Occupational
Therapists utilize a variety of strategies, such as sensory
modulation and focused, meaningful activities to promote
progress toward patient goals.

Recreational Therapists: Promote recovery and
well-being by teaching the skills needed to function in
an independent and healthy manner during leisure
Recovery Support Specialist: Provides supportive ser
vices to individuals and families who are in treatment for
a psychiatric disorder, using his/her own lived experience
to counsel and help others with challenges experienced in
their everyday lives. Recovery Support Specialists will
help individuals create a support network; do outreach;
promote recovery and resilience by knowing how to share
their own story and by being a role model helping to pro
mote hope, skill development, strength, stability and
safety; help set vocational and social goals; share coping
skills and “tips” for families on how to manage difficult
behaviors; teach self-advocacy skills; organize natural
supports for families and adult peers in crisis. Recovery
Support Specialists have graduated from a certified
course and are an integral member of the team.
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Physical Therapist: Physical therapists focus on your
ability to move and perform functional activities and
are available as appropriate to your treatment plan.
ESA (Environmental Service Associate/
Housekeeper): Performs routine housekeeping, sup
ply services and equipment care. Ensures cleanliness
of environment.

Hospital Policies and
Guidelines
We all have to work together in order to create
a safe, supportive, therapeutic environment.
Aggressive, assaultive, destructive behaviors, to others
or property will not be tolerated. Individuals partici
pating in these behaviors are subject to being asked to
leave the hospital and/or having charges filed against
them with the local authorities.

1) Staff are trained in crisis intervention techniques
and are skilled in managing out-of-control behav
iors that place patients, staff and other members of
the community at risk for safety.

2) Staff members will use a variety of verbal de-esca
lation techniques to assist in regaining control of
unsafe behaviors.

3) Dangerous behaviors toward self or others may
result in utilizing a time-out, an individualized
behavioral plan, and, as a very last resort,
seclusion or restraint for imminent violence
(in accordance with the hospital’s policies). .

4) Please note, there are video surveillance cameras in
public areas of unit.
The above-mentioned rules and guidelines are
designed to help in this process. The staff has the
responsibility to enforce restrictions and withhold
privileges depending on a patient’s behavior and risk
to safety.
If there are any questions or concerns, patients,
guardians and family are encouraged to discuss these
with their clinician, doctor, the Nursing Director and/
or Nurse Manager. It is stressful being in a hospital,
but it is more stressful being in a hospital and not
resolving one’s difficulties. It is our hope and our
goal that every individual who enters this service
will benefit from it so that their lives can be fuller
and richer in the future.
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Safety Status and Privileges

Stealing

Observation checks are done on all patients with
frequency determined by your individual treatment plan.
These are done to maintain patient safety on the unit.
In addition, random checks are done periodically
throughout the three shifts to further ensure patient
safety. For your safety we may need to observe you while
in the bathroom and/or shower; we will provide as much
dignity and respect as possible. At times a staff member
may be assigned to stay with you to ensure your safety.

Stealing is considered a serious issue and continued treatment
in the program will be evaluated by the treatment team if such
incidents occur. Patients are not allowed in any room other
than their own even with permission from other patients.
When there is a concern that stealing has occurred, staff
will do a Search of Patient belongings in the patient’s presence
(see personal property).

Elopement Precaution
Elopement precaution is a level of care at the Institute
of Living. During this period the patient will be required
to wear hospital pajama and no shoes.

Language
Some language is offensive to others. Changing language
is a part of a lifestyle change. Vulgar, racist and/or
discriminatory language is not acceptable. Approaches
to this may be developing an individualized behavioral
treatment plan that may result in a time-out away from
the community.

Abusive and Threatening Behavior
This type of behavior is prohibited and will result in
removal (time-out) from the community.
Sexual behavior between patients is also prohibited.
There is to be no physical contact between patients either
on or off the unit. Psychiatric hospitalization represents a
period of particular vulnerability for many. Furthermore,
intimacy with other patients while hospitalized is dis
tracting to treatment goals and may present further
problems for patients who have relationship issues. For
this reason, patients with a known relationship outside
the hospital, or where staff has reason to suspect such a
relationship exists, will not be allowed on the same unit.

Substance Use/Abuse
Alcohol and drugs may not be brought to the unit. Failure
to comply with this regulation may result in discharge
from the unit. Patient’s belongings will be searched at
the time of admission by a staff member in the patient’s
presence. After admission, the unit director, unit manager
or unit psychiatrist may request that a random drug
screen, room or clothing search be done whenever a
concern arises about the use of alcohol or other drugs.
A clothing search is done upon return to the unit from
school or any pass or appointment off the unit.

Food & Beverage Policy
During your in-patient stay at the Institute of Living you
will be served healthy and nutritious meals and snacks.
Please do not ask family or friends to bring food or
beverages onto the unit.

8
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Hospital Accommodations
Your Room
Your room assignment at the Institute of Living is based on
your admitting diagnosis and the bed availability at time of
admission. You may be placed in a room with up to three
other patients. Private rooms at the Institute of Living are
based on the clinical needs of the patient.

Laundry
There is a washer/dryer on each unit. You are encouraged to
do your own laundry, but if you need assistance, just ask –
the staff will help you.

Potentially Dangerous Items/Sharps
Potentially dangerous items, also known as “sharps”, are to
be left with the staff, signed out at the nurses’ station, and
returned promptly after use (in accordance with the patient’s
clinical status). Examples of potentially dangerous items
include glass bottles, aerosol spray cans, and items that are
sharp. Potentially dangerous items/sharps must not be left
on the desk at the nurses’ station. They must be handed in to
a nursing staff member to ensure everyone’s safety. Sharps
restrictions are enacted for failure to comply with the policy.
Staff will inform you of the types of potentially dangerous
items you are not permitted to keep on the unit .

Use of Cellular Phones and other Mobile
Communication Devices
Patients and visitors often have need of such devices for
personal telephone calls and email access. The Institute of
Living (IOL) wishes to respect such needs as well as balance
these needs with safety and privacy of all patients, visitors
and staff.
Decisions about permitting use of a cell phone/electronic
device will be made on case by case basis and with clinical
agreement by the treatment team. A provider/physician order
is required and you will be asked to sign a statement indicating
that you will not use the camera or recording functionality on
any camera phone at any time while in the hospital, on the
grounds of the IOL or while on the grounds at the off-campus
sites of IOL. There are specific hours designated for use of an
electronic device. Nursing staff will collect your device each
evening and safely store and charge in the nursing station.

A Guide for Patients, Families & Friends
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Groups
Each patient will receive group schedule upon admission.
Patients are asked to be on time and attend all scheduled
activities per individual treatment plan. Everyone is
encouraged to attend scheduled groups, unless excused
by the treatment team.

Personal Property
We urge all patients to send personal belongings and all
valuables (such as pocketbooks, watches, jewelry and
cash) home with a family member or friend. If you are
unable to send these belongings home, the hospital will
secure them in its vault and issue you a receipt for the
items; you may sign for the release of your belongings
when you are discharged.

Lost & Found
Lost & Found is located in JB-162 (Jefferson Building,
Rm. 162). If you find that you have left something behind
following discharge, or discover something missing after
an in-hospital transfer, please contact Patient Relations/
Lost & Found at 860.972.5678 as soon as you discover
the loss.

Spiritual Care
The Spiritual Care Department at Hartford Hospital is
known for honoring and providing spiritual care as an
essential dimension of healing. Our Chaplains offer
spiritual care to patients, families, and staff, respond
ing to each person’s unique values and beliefs.
On Sundays, a faith leader will offer a multifaith
religious service on the unit. You do not have to iden
tify as religious to attend these services; spirituality
is a human endeavor. You are welcome to attend At
various times during the year, additional services or
events may be offered.
If you wish to speak with a chaplain individually, please talk
with the staff or call 860.972.2251 to request an appointment. We hope to support you
during your time here.

If your belongings (clothing, dentures, hearing aids,
cell phones, etc) have been lost, please speak to your
nurse or contact Patient Relations/Lost & Found at
972-LOST (972.5678) or extension 2-LOST (from any
hospital phone).
If a valuable (wallet, purse, jewelry, keys, etc.) has been
lost, please contact the Cashier’s Department at 972.2909
or extension 2.2909 (from any hospital phone). If the
valuable does not have any identification, you may
contact the Public Safety Department at 972.2147 or
extension 2.2147 (from any hospital phone).
If your belongings or something of value has been
stolen please contact Hartford Hospital’s Public Safety
Department at 972.2147 or extension 2.2147 (from any
hospital phone).
If your belongings are brought to the Patient Relations/
Lost & Found Department we will send you a letter ask
ing that you contact us. We can either mail your items to
you or secure them until you are able to pick them up.
Unidentified patient belongings will be stored with
Patient Relations/Lost & Found for a period of 15 days
and then either destroyed or donated.
Patient Relations is located on the main floor of the
hospital in the Bliss Wing, B104. You may also contact
us at 860.972.1400 or extension 2.1400 (from any hospital
phone).

Hartford Hospital is not responsible for replacing
electronic devices such as cell phones, iPads or laptops.

A Guide for Patients, Families & Friends
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Preparing to leave the Hospital
Your treatment team will already be planning for the day
you are ready to go home, or to another facility, within
the first 1-2 days of admission, and continue to discuss
this plan during your stay to give you the opportunity
to ask questions. You’re an important member of this
care team. Your treatment team will assist you in the
development and implementation of a safe and realistic
discharge plan. Your continued therapeutic work after
discharge is important for your continued progress.
You and your treatment team will discuss discharge
plans and arrange transportation before 11am on the
day of discharge.

Your clinicians will assist you with choosing
an outpatient program, a home health agency,
a skilled nursing facility, or rehabilitation hospital
as determined to be necessary for your successful
transition from Hartford Hospital.
Understand your discharge instructions. It is important
that you fully understand your discharge plan to ensure
your continued healing, safety, and comfort. You will
receive these instructions in writing. Before you leave
the hospital ask questions about all of your medications,
and be sure you know what medications are being pre
scribed, the proper dosage, how and when to take the
medication, and possible side effects. Be informed about
your health condition (ask the care team if you do not
understand any information shared with you) and what
you can do to help yourself get better.
Your instructions should also include when you should schedule
follow-up appointments with your primary care physician and/
or other specialists.

Retrieve All of Your Personal Belongings

Hartford HealthCare
Commitment
Hartford HealthCare is committed to meeting your
healthcare needs and treating you with compassion
from the bedside to the billing office. We realize that
most medical expenses are the result of unexpected
illness or accidents and are difficult to budget for. As a
courtesy and convenience to you, Hartford HealthCare
has many ways that we can assist you:

Financial Counseling
Hartford HealthCare provides on-site financial counsel
ing to our uninsured and underinsured patients. This
includes an explanation of the payment plan options
available, the billing process and an assessment of
your financial needs.

Medicaid Eligibility Assessment
Hartford HealthCare can provide you with an evalua
tion of your financial needs to determine if you
qualify for government assistance programs such as
Medicaid and assist you in the application process.

Financial Assistance
Hartford HealthCare provides financial
assistance to:
• Uninsured patients: means a patient who has no
level of insurance or third party assistance to assist
in meeting his or her payment obligations for health
care services
• Under-insured patients: means the patient has some
level of insurance or third-party assistance but still
has out-of-pocket expenses such as high deductible
plans that exceed his or her level of financial
resources.

Please collect all personal belongings. If you have a
pink voucher that shows you have valuables stored in
our hospital safe, please let your nurse or psychiatric
technician know so that they may be retrieved. You may
call the Cashier’s Office at 860.972.2119 or 2.2119 from
any hospital phone to check if you have anything of
value in the safe.
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How to Apply for
Financial Assistance
Patients receiving medically necessary healthcare ser
vices may inquire about Financial Assistance from
Registration, Social Services, Care provider or Patient
Accounting.
A Financial Coordinator will meet with you to assess
your financial needs and determine if you meet the
eligibility requirements for any of the assistance pro
grams. Factors affecting eligibility include: Income,
Family Household size, Evaluation of medical expenses
and special circumstances.

Hospital Donated Funds
Patients who are demonstrate financial need and are
approved for Hartford Hospital Financial Assistance
may be eligible for funds to cover their medically nec
essary healthcare services provided at Hartford
Hospital. These funds may have particular criteria for
selecting eligible participants. In some, the patient
must come from a certain town; in others, the patient
must be a particular gender, age, or associated with a
certain company.
Financial Assistance is not available for non-medically
necessary services such as Cosmetic procedures or residential
services. Other services may be deemed non-medically
necessary on a individual basis.

Patients are required to complete the necessary appli
cations and provide requested documentation, such as
financials to verify financial needs.
The Financial Coordinator will complete the Financial
Assistance review and notify the patient of approvals
and/or denials and any additional assistance that may
be needed within 10 business days.

A Guide for Patients, Families & Friends
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Dining Services for Visitors
Institute of Living dining hours
Monday - Friday: 11a.m. to 2p.m.,
Commons Building
Daily entrées and specials, deli, salad bar, grill,
desserts and drinks
While the dining facilities at the Institute of Living
are limited, families are welcome to visit the
Hartford Hospital cafeteria. Public Safety provides
a shuttle service.

Hartford Hospital’s cafeteria is on the ground
floor of the hospital
Weekday hours:
Breakfast
Morning Snack
Lunch
Afternoon Snack
Dinner
Night Dinner

6:25a.m. to 9:30a.m.
9:30 a.m. to 10:30 a.m.
11:00 a.m. to 2:00 p.m.
2:30 p.m. to 4:00p.m.
4:30p.m. to 9:30p.m.
10:00 p.m. to 1:00 a.m.

Weekend and holiday hours:
Breakfast
Morning Snack
Lunch
Afternoon Snack
Dinner
Night Dinner

6:25a.m. to 9:30a.m.
9:30 a.m. to 10:15a.m.
11:00 a.m. to 2:00 p.m.
2:30 p.m. to 4:00p.m.
4:30p.m. to 9:30p.m.
10:00 p.m. to 12:30a.m.

Main Lobby at Hartford Hospital (Au Bon Pain)
Weekdays
Weekends

5:00 a.m. to 12:30a.m.
6:00a.m. to 10:00p.m.

ERC (Education Resource Center) is located
on Hudson Street
Vending/Snack Area open 24 hours

Family Resource Center
The Family Resource Center (FRC) at the Institute of
Living wants to welcome you. While you may be at our
facility during a difficult time, we want you to know that
we are here as a service and resource center to assist
you, your family members, and friends regarding mental
health issues. The FRC also provides education, support,
and referral services. The FRC offers an accessible and
user friendly, comprehensive source of information on a
variety of disorders, their treatment and what commu
nity agencies or resources are available to help families
better cope with the impact of the illness on their lives.
This information is housed at the Institute of Living and
enables family members, consumers and professionals
to drop in and utilize written, Internet and staff
members’ expertise.
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We would be happy to talk with you over the phone, via
email or by an appointment to meet with you in person.
Please visit us on line for more information and for a look
at all current groups and lectures at: https://instituteofliving.
org/programs-services/family-resource-center or call us at
860.545.7665 for more information.

The Institute of Living
Patient Family Advisory
Council (IOL PFAC)
The Institute of Living’s Patient and Family Advisory
Council serves as a forum to promote excellent patient and
family-centered care. Through the council, collaborative
partnerships among providers, patients and their families
are built upon a foundation of dignity, empathy and
respect. Through this council, the perspectives of healthcare
providers, patients and their families at the IOL is commu
nicated with the goal of enhancing the patient and family
care experience. Meetings are held at the IOL on a
bimonthly basis. If you are interested in becoming a mem
ber of this council, please call us at 860-545-7665 or email
us at IOLFRC@hhchealth.org for more information.

The Gift Shop
Hartford Hospital’s Auxiliary Store, located on the first
floor at Hartford Hospital, adjacent to the main lobby, offers
a wide variety of items for patients, families and staff.
All proceeds benefit the programs and services of Hartford
Hospital. Call 860.972.2155 or extension 2.2155 from any
hospital phone for additional information.

Items available include:
• Magazines, newspapers, paperback books,
crossword puzzle books and calling cards
• Greeting cards, postcards, boxed stationery,
address books, pads, pens and envelopes
• Flowers, balloons, gifts and jewelry
• Beverages and snacks

Institute of Living Gift Shop
860.545.7297 or ext. 5.7297 (from any IOL phone)

Open Monday - Friday: 9a.m. to 3p.m.
• Gifts, jewelry, cards, stamps, reading glasses, and
toiletries.
• Coffee, assorted beverages, snacks and candy are avail
able daily in addition to soups, salads and sandwiches,
brownies and cookies made by our IOL Dining and
Catering division.

A Guide for Patients, Families & Friends
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Patient CareGrams!

ATM Machine

A Patient CareGram is a free service that allows you to
send a greeting to a friend or loved one who is currently
a patient at Hartford Hospital. You can customize your
CareGram and it will be printed and delivered the next
business day. If the patient has been discharged it will
be mailed. (Please note that patients who have opted
out of the hospital directory will not receive CareGrams
during their stay, but messages will be mailed to their
home address.)

There is an ATM located in the Donnelly Building on
the ground floor.

You can also send an electronic message to a patient
using your own e-mail program that will be printed
and delivered. Please include the patient’s full name,
and if possible, the patient’s location. We reserve the
right to refuse delivery of any messages and/or images
deemed inappropriate. Contact Patient Relations at
860.972.1400 or extension 2.1400 from any hospital
phone for more information.

A Guide for Patients, Families & Friends

On the Horizon
Monday – Friday: 9a.m. to 3p.m.
Clothing store located in the rear of the IOL Gift
Shop provides free clothing to individuals attending
IOL programming who are in need of clothing for
employment-related purposes or have other general
clothing needs. Clothing is donated by Institute of
Living/Hartford Hospital employees.
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Connecticut Statutes
The Connecticut General Statutes contain provisions
regarding the rights of psychiatric patients. The Institute
of Living supports and protects the fundamental
human, civil, and constitutional rights of each patient.
Patients may express concerns or seek assistance either
individually or collectively to exercise their rights
through communication with the Patient Representative
or any member of the hospital’s Clinical Administration
(Unit Manager, Medical Director).
In providing care the hospital reserves the right to
expect that patients, their relatives, and friends will
meet their responsibilities in maintaining a safe and
therapeutic environment for all patients, their family,
friends, and all staff.

Voluntary Admissions
Section 17A-506 of the Connecticut General Statutes
provides that “Any hospital for psychiatric disability
may receive for observation and treatment any person
who in writing requests to be received; but no such per
son shall be confined in any such hospital for
psychiatric disability for more than three days, exclud
ing Saturdays, Sundays and holidays, after he or she
has given notice in writing of his or her desire to leave,
unless an application for commitment has been filed in
a court of competent jurisdiction. Such person shall be
informed at the time of such admission concerning
such patient’s ability to leave after three days’ notice
pursuant to this subsection and shall also be informed
that an application may be filed (for his in-voluntary
hospitalization) in which case such patient’s ability to
leave may be delayed.
Whenever a person is confined to a hospital for psychi
atric disability under the provision of this section and
gives notice of the desire to leave, any person, including
the person in charge of such hospital, may institute
proceedings for his or her commitment in the court
of probate having jurisdiction in the town where such
hospital is located. In such event, such confinement
shall be continued for an additional period of time in
order for the respondent to prepare for the hearing to
be held upon such application, provided no such con
finement shall be continued for more than fifteen days
from the date of the filing of the notice in writing of
the desire to leave.”

14
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Signing Out
If a voluntary patient 16 years old or older wishes to
leave the hospital prior to a physician recommended
discharge, the patient may, either, fill a form (available
on each unit) designed to convey the patient’s desire to
leave the hospital or write a letter to the Psychiatrist-inChief stating patient’s wish to “sign out of the hospital.”
The letter must be dated and signed. For letters submit
ted on weekdays outside of business hours (9:00 a.m.
– 4:00 p.m.), weekends or Holidays the three days begin
to be counted the next business day. Patients interested
in signing out should also read the section of this booklet
entitled “Voluntary Admissions”.

15 Day Physician Emergency Certificate
Section 17a-502 of the Connecticut General Statutes
provides that “Any person who a physician concludes
is psychiatrically disabled or dangerous to himself or
others or gravely disabled and is in need of immediate
care and treatment in a hospital for psychiatric disabil
ities, may be confined in such a hospital, either public
or private, under an emergency certificate as hereinaf
ter provided for not more than fifteen days without
order of any Court, unless a written application for
commitment of such person has been filed in a Probate
Court prior to the expiration of the fifteen days, in
which event such commitment is continued under the
emergency certificate for an additional fifteen days or
until the completion of Probate proceedings, whichever
occurs first”. Any person detained under these provi
sions may request a hearing in writing. Such hearing
is to be held within seventy-two hours of receipt of the
request, excluding Saturdays, Sundays and Holidays.
Section 17A - 502 (c) provides, “Any person admitted and
detained under this section shall be promptly informed
by the admitting facility that such person has the right
to consult an attorney, the right to a hearing under
subsection (d) of this section, and that if such a hearing
is requested or a Probate application is filed, such person
has the right to be represented by counsel and that
counsel will be provided at the state’s expense if the
person is unable to pay for such counsel”.

A Guide for Patients, Families & Friends
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Rights of Minors
Age of majority in Connecticut changed to 18 by
legislation effective October 1, 1972 Section 17A-540:
A voluntary patient is a patient 16 years or older who
applies for and is admitted to a hospital or a patient
under 16 years of age whose parent or legal guardian
applies in writing. Section 19A-382: Minor may seek
treatment or rehabilitation for drug dependence
without disclosure to parent or guardian without his
consent, and may give legal consent to treatment or
rehabilitation. Section 19A-216: Minor may seek treat
ment for venereal disease and any facility qualified to
provide such treatment may do so without requiring
consent of parent or guardian. Section 19A-385:
Minor may be held personally liable for all costs and
expenses for services given to him at his request.
Federal law and regulations do not protect any infor
mation about a crime committed by a patient either at
The Institute of Living or against any person who works
for The Institute of Living or about any threat to com
mit such a crime. Federal laws and regulations do not
protect any information about suspected child abuse or
neglect from being reported under state law to appro
priate state or local authorities.
(See 42 U.S.C. 290dd-3 and 42 U.S.C. 290ee3 for Federal
laws and 43 CFR Part 2 for Federal regulations.)
Parent or guardian of a minor student is entitled to
knowledge of and access to all educational, medical or
similar records that are part of the student’s cumulative
record upon written request to the school board and
within a reasonable length of time.

Review of Parental Application
Section 17A-80 of the Connecticut General Statutes
provides “If any child fourteen years of age or over
hospitalized upon the written request of his or her
parent under Section 17A-79f, or his or her representa
tive, requests a hearing in writing, to review his or
her status as a voluntary patient, such hearing shall
be held within three business days. Any child fourteen
years of age or over shall be informed of his or
her right to have a hearing under this section upon
admission to the hospital and any child reaching
fourteen years of age who is already hospitalized as
a voluntary patient shall be informed within five days
of his or her reaching such age. In no event shall a
request for a hearing under this section be granted
more than once in each ninety day period.”
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Section 17A-80 of the Connecticut General Statutes
provides that the hospital shall furnish the Court of
Probate the names of all children hospitalized volun
tarily for a period of one year. The court shall appoint
a physician to examine the child. If in the opinion of
the appointed physician, the child does not need con
tinued hospitalization, the child shall be discharged
unless an application for his commitment is filed.

Commitment of psychiatric disabled children
Section 17A-76 of the Connecticut General Statutes
provides “application for commitment of a psychiatric
disabled child to a hospital for psychiatric disabilities
be made to the Court of Probate in the district in
which… the hospital where such child is a patient is
located.” The application shall be transferred to the
superior court upon motion of any legal party except
the petitioner. The Court of Probate shall appoint an
attorney for the child and the child shall be examined
by two court- appointed physicians. The child shall be
present at the hearing. The court may exclude him
from portions of the hearing at which testimony is
given which the court determines would be seriously
detrimental. If after such hearing, the court finds by
clear and convincing evidence that the child suffers
from a psychiatric disorder, is in need of hospitaliza
tion, and such treatment is available, and such
hospitalization is the least restrictive available alterna
tive, it shall make an order for his or her commitment
for a definite period not to exceed six months. No later
than ten days prior to the expiration of the period of
commitment, or prior to the expiration of any period
of recommitment under the provisions of sections
17a-75 to 17a-83, inclusive, an application for recom
mitment may be brought by any person to the court
which heard the original application.
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Patient Rights
(See full details in our Notice of Privacy Practices.)
At the Institute of Living, you have the right to:
• Make informed decisions.
• Considerate and respectful care in a safe, comfort
able environment.
• Personal privacy and confidentiality.
• Be treated with dignity.
• Have your physician and a family member or other
person of your choice notified of your admission to
the hospital.
• Create an advance directive.
• Know the names of healthcare providers and their
role in your care.
• Treatment by compassionate, skilled,
qualified health professionals.
• Be informed about and participate in your care and
treatment plans.
• Be free from seclusion and chemical or physical
restraints of any kind that are
not medically necessary, using the least-restrictive
effective approach.
• Be free from all forms of abuse or harassment.
• Request medically appropriate and
necessary treatment.
• Refuse treatment as allowed by laws.
• Know what safety measures may be used
during your care.
• Ask for a second opinion about your care.
• Proper assessment and management of your
pain or discomfort.

If you are not satisfied with the outcome of your
grievance, contact the following agencies:

Connecticut Department of Public Health
410 Capital Avenue
Hartford, CT 06134-0308
Phone: 860.509.7400
1.800.842.0038
TTY:
860.509.7191

Joint Commission on Accreditation of
Healthcare Organizations
One Renaissance Boulevard
Oakbrook Terrace, IL 60181
Phone: 1.800.994.6610
www.jcaho.org

Patient Responsibilities
At the Institute of Living, these are your
responsibilities:
• Give us complete information about your medical
history, including any medications you may be
taking.
• Tell us what you need. If you do not understand
your care plan, ask questions.
• Be part of your care. It is important for you to tell
us how you want to partner in your care.
• If you are not satisfied with your care, please tell
us how we can improve.
• Follow our guidance in helping you get well.
• Be considerate of the rights of other patients,
families and hospital personnel.
For questions or more information about your Rights and
Responsibilities, contact Patient Relations at 860.972.1400
or at extension 2.1400 (from any hospital phone).

• Request an interpreter.
• Review and obtain copies of your
medical records.
• Receive treatment in an environment that is
sensitive to your beliefs, values and culture.
• Be informed about the care you will need after
discharge.
• Receive information about, and an
explanation of, your hospital bill.
• Express a complaint or grievance by contacting the
Patient Relations Department at 860.972.1400 or
extension 2.1400.
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Patient Privacy
Privacy is an integral part of Hartford Hospital’s
mission to promote, restore, and maintain the health
of the people we serve.
We believe you have a right to expect that we keep
information about you confidential. Furthermore, we
are committed to complying with State and Federal law
(HIPAA) concerning the privacy of your information

Hartford Hospital’s Responsibilities
The Hospital receives and generates information
about you. This is called “Protected Health Information
(PHI)”. We must inform you on the ways in which your
PHI will be used and/or disclosed in the Notice of
Privacy Practices.

The following summarizes your rights
contained in the notice. You have the right to:
• Receive the notice of Hartford Hospital’s Privacy
Practices.

Interpreters, Deaf and
Hard of Hearing
We provide interpretation services for deaf, hearingimpaired and limited English speaking patients and
their families to help them understand and be
understood.

We also provide appropriate auxiliary aids
and services free of charge, including:
• Note takers
• Written materials
• Telephone handset amplifiers
• Assisted-listening devices and systems
• Closed captioning of most hospital programs
Please ask your nurse or other hospital personnel for assistance. You can also call 860.972.1400 or 21400 from any
hospital phone and select option 4.

• Request a restriction of the use and/or disclosure
of your PHI.
• Opt out of our facility directory, thereby requiring
us to not acknowledge that you are here at Hartford
Hospital to anyone in the public who may ask for
you.
• Access your PHI.
• Request an amendment to your PHI.
• To request an amendment to your PHI.
• Complain if you feel your privacy rights have been
violated.
The hospital is required to notify you if we cannot
abide by a requested restriction on how your
information is used or disclosed.
If you have further questions or concerns about your PHI
contact a patient advocate through the Patient Relations
Department at 860.972.1400 or 2.1400 from any hospital
phone.

A Guide for Patients, Families & Friends
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Frequently Ask Questions
(FAQs) About Patient Privacy

Your Rights as A
Hospital Patient

Q: What is the “facility directory”?

An Important Message from Medicare

A: The facility directory is the hospital’s mechanism
for keeping track of your locations while you are in the
hospital.

You have the right to receive necessary hospital
services covered by Medicare, or covered by your
Medicare Health Plan (“your Plan”) if you are a
Plan enrollee.

Q: Who uses the facility directory and why?
A: The facility directory is used by staff throughout the
hospital when: a caller or visitor to the hospital wants
to know your location (unit, room number, telephone
number), if a member of the clergy is trying to locate
you, or by healthcare professionals who may be
assigned to your care.
Q: What happens if I choose not to be included in the
facility directory?
A: Your location (unit, room number, telephone number)
even your presence within the hospital would not be
given out to anyone that called or inquired about you
including any member of the clergy. Also, no mail or
flowers would be delivered to you.
Q: How do I choose to restrict release/disclosure of
my PHI?
A: Upon admission, you determine what information
if any is communicated and to whom it is given.
For example, you may decide that no information is
communicated to anyone, or perhaps you want to
designate one person only to know about your care.
You may also dictate how and where the hospital
sends you written information including follow-up
appointments.
Q: Who do I contact if I have further questions or
concerns about my PHI?
A: You should contact a Patient Advocate through the
Patient Relations office at 860.972.1400 or extension
2.1400 (from any hospital phone).
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You have the right to know about any decisions that
the hospital, your doctor, your Plan, or anyone else
makes about your hospital stay and who will pay for it.
Your doctor, your Plan, or the hospital should
arrange for services you will need after you leave
the hospital. Medicare or your Plan may cover some
care in your home (home healthcare) and other
kinds of care, if ordered by your doctor or by your
Plan. You have a right to know about these services,
who will pay for them, and where you can get them.
If you have any questions, talk to your doctor or
Plan, or talk to other hospital personnel.

Your Hospital Discharge & Medicare
Appeal Rights
Date of Discharge: When your doctor or Plan
determines that you can be discharged from the
hospital, you will be advised of your planned date of
discharge. You may appeal if you think that you are
being asked to leave the hospital too soon. If you stay
in the hospital after your planned date of discharge,
it is likely that your charges for additional days in the
hospital will not be covered by Medicare or your Plan.
Your Right to an Immediate Appeal without Financial
Risk: When you are advised of your planned date of
discharge, if you think you are being asked to leave
the hospital too soon, you have the right to appeal to
your Quality Improvement Organization (also known
as a QIO). The QIO is authorized by Medicare to pro
vide a second opinion about your readiness to leave.
You may call Medicare toll-free, 24 hours a day, at
1.800.MEDICARE (1.800.633.4227), or TTY/TTD:
1.877.486.2048, for more information on asking your
QIO for a second opinion. If you appeal to the QIO
by noon of the day after you receive a noncoverage
notice, you are not responsible for paying for the
days you stay in the hospital during the QIO review,
even if the QIO disagrees with you. The QIO will
decide within one day after it receives the necessary
information.
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Other Appeal Rights
If you miss the deadline for filing an immediate
appeal, you may still request a review by the QIO
(or by your Plan, if you are a Plan enrollee) before you
leave the hospital. However, you will have to pay for
the costs of your additional days in the hospital if the
QIO (or your Plan) denies your appeal. You may file for
this review at the address or telephone number of the
QIO (or of your Plan). OMB Approval No. 0938-0692.
Form No. CMS-R-193 (January 2003)

Advance Directives
You have the right to make Healthcare decisions
about the medical care you receive. If you do not
want certain treatments, you have the right to tell
your physician you do not want them and to have
your wishes followed.
You also have the right to receive information from
your physician to help you reach a decision about what
medical care is to be provided to you.
There may come a time when you are unable to
actively participate in determining your treatment
due to serious illness, injury or other disability. An
advance directive is a legal document through which
you provide your directions or express your prefer
ences concerning your medical care and/or appoint
someone to act on your behalf.
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Physicians and others will use these directives when
you are unable to make or communicate your deci
sions about your medical treatment.
A summary of Connecticut law has been prepared by the
Office of the Attorney General for the Department of Social
Services and Department of Public Health, ©2009. For
printed copies, please visit the Patient Relations Department
or call 860.972.1400.

Medical Records

(Health Information Management)
As a patient, you have the right to a copy of your
medical record. In order to receive a copy of your
record or to have a copy of your record sent to a
third party, you are required to put your request
in writing on a valid authorization form (you can
not simply tell someone). In some instances, there
is a per-page fee for copies of medical records.
The Medical Records Department is located on the first floor
of Hartford Hospital in room 139. You may also contact them
by phone at 860.545.4764 to complete an authorization to
disclose form. Receiving a copy of your medical record may
take up to 30 days.
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Our Commitment …
The Institute of Living is committed to providing the best and safest patient experience. We believe that actively
involving patients and families in their own care improves the patient’s experience of the hospital and overall
patient safety.
When patients are engaged as active participants in their own care, they are more informed of treatment choices
and possible complications. Patients and their families can be an important source of feedback because, with
their unique perspective, they often observe things that are important to support care and patient safety.
This “Patient Healthcare Journal” is a tool we developed to improve communication among staff, patients and
families. It provides a place to write down questions, and important information. This journal will encourage you
to become more involved in your care and partner with the hospital staff to identify priorities in identify priorities
for your health and well-being.
On behalf of the entire team, we thank you for choosing the Institute of Living.

Ellen Blair, DNP, APRN, FAAN

Annetta Caplinger, MSN

Director of Nursing

Vice President, Clinical Operations

Michael Dewberry, MD

Javeed Sukhera, MD, PhD, FRCPC

Medical Director, Institute of Living

Chair of Psychiatry, Institute of Living
Chief of Psychiatry, Hartford Hospital
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Living Our Values

We Do the Kind Thing

We Do the Just Thing

We Do the Best Thing

We Do the Right Thing

We Do the Safe Thing
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