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SUBJECT: GRIEVANCE POLICY

Effective Date: 2/1/09/R8/31/09/R6/9/14/7/1/17R7/1/20,7/1/24
POLICY:
It is the policy of Summerland Homes to ensure that any person served, who feels the services provided are inadequate, or disagrees with a decision regarding their support services, has an effective and efficient manner to express his/her concerns.
PROCEDURE

The definition of a formal complaint would be if you are unhappy with your services, you feel your services are inadequate, you feel your rights have been violated, and/or you disagree with a decision regarding your services and you file a Grievance Record form. In the event that a person served is discontent or concerned with services or the administration of their services, the following grievance procedure is to be followed:
1. The person and/or guardian will address the concern with the QP of Summerland Homes, Inc. The grievance is to be in writing. To file a formal complaint, please fill out a Grievance Record form. No action will be taken against the aggrieved party in retaliation for filing a complaint.

2. It is the policy of Summerland Homes, Inc. to resolve the issue in a timely manner. The QP will investigate the complaint and submit the complaint to the Program Director within one working day and inform the person that the complaint has been given to the Program Director. If the grievance involves the QP, a member of management will complete the grievance report.

3. The Program Director will respond to you and/or guardian within (5) working days with written recommendations regarding the actions to be taken to address the complaint to resolve the issue.

4. The person and/or guardian will then have (5) working days to accept or decline the determination of the Program Director.

5.  In the event that a resolution cannot be made between the person and/or guardian and the Program Director, a committee of the person and/or guardian, QP and/or a member of management and Care Manager shall meet to reach a solution.

6. In all cases, every attempt will be made by all parties to resolve grievances informally within thirty (30) working days. The person has a right at any step of the grievance review process to take his/her grievance directly to Disability Rights North Carolina at (Toll Free) 
1-877-235-4210 and may contact legal counsel (at the complainant’s expense).

7. Final appeal will be to the Quality Assurance Clients Rights Health & Safety Advisory Committee.

A review of all formal complaints (grievances) will take place annually.  A written analysis of all formal complaints will be conducted annually by the Quality Assurance Clients Rights Health & Safety Advisory Committee to determine whether formal complaints were received, trends, areas needing performance improvement, actions to address the improvements needed, implementation of the actions, and whether the actions taken accomplished the intended results. The written analysis will be used for quality improvement in the distribution of services.  If there are no formal complaints for any year in review, there will be a written statement stating that there were no formal complaints for the year.  The annual written analysis or statement will be reported to the Board of Directors for their annual review.

