
Sec. 17b-262-7. Refusal to serve
(a) All home health care agencies shall record each and every written or oral refusal to

serve and suspension of service, including but not limited to discharges, including the date,
the name and address of the patient or the reason why the name and address is unavailable,
the reason for the refusal to serve, and identifying the support for this reason.

(b) If the stated reason for the refusal to serve is that there is an immediate danger to the
health and safety of the home health care agency’s personnel, the home health care agency
shall, within 48 hours of the refusal to serve or discharge:

(1) Complete a form to be provided by the department detailing the timely, objective
and substantial evidence on which the refusal to serve is based, the reasonable efforts taken
to protect the home health care agency personnel, the geographic area covered by the refusal
to serve, and the actual or expected duration of the refusal to serve;

(2) If the name and address of the client are known, send the client written notice of the
refusal to serve in a form prescribed by the department, which notice shall include the reason
for the refusal to serve, the timely, objective and substantial evidence on which the refusal
to serve is based, the length of time during which service shall be refused, the right of the
client to file a complaint with the department; and informing the client of his or her right to
seek legal advice if he or she feels his or her rights have been violated; and

(3) Send the department a copy of the form with a copy of the notice to the client
attached.

If the department determines that the agency has failed to comply with these
requirements, the home health care agency shall be notified in writing of such determination,
and shall be required, within ten days of receipt of the notice, to submit, in writing,
justification for its failure to comply based on legitimate nondiscriminatory reasons in
accordance with section 17b-262-8.

(c) The department shall review and monitor all forms prepared by home health care
agencies pursuant to subsection (b) of section 17b-262-7, Refusal to Serve, to determine
that the refusal to serve does not evidence a pattern which suggests an intent to avoid, or
have the effect of avoiding, areas with a high concentration of minority residents, based on
census data and other objective information. If the department determines that such a pattern
exists, the home health care agency shall be notified of such determination, and shall be
required, within ten days, to submit, in writing, justification for his refusals to serve based
on legitimate non-discriminatory reasons in accordance with section 17b-262-8.

(d) The department shall conduct random inspections to ensure compliance with record-
keeping requirements.

(e) The department shall respond to all complaints of refusal to serve by conducting a
full investigation into the circumstances of the particular case, including but not limited to
inspection of the home health care agency’s records regarding refusals to serve.

(f) The department shall, in its discretion, conduct investigations into any refusals to
serve or discharges which it determines warrant investigation, even in the absence of a
specific complaint.

(g) If the department determines that a home health care agency has refused to serve a
person located within its designated service areas, the agency shall be notified in writing of
such determination and shall be required, within ten days, to submit, in writing, justification
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for its refusal to serve based upon legitimate non-discriminatory reasons in accordance with
section 17b-262-8.

(h) All suspensions of service shall be justified by timely, objective and substantial
evidence, and oral or written notice of the suspension shall be given to the client.
(Effective June 4, 1996)
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