Summerland Homes


Consumer Grievance Policy

It is the policy of Summerland Homes, Inc to ensure that if you feel the services provided are inadequate, or you disagree with a decision regarding your support services that you have an effective and efficient manner to express your 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.  If you are discontent or concerned with services or the administration of your services, the following grievance procedure is to be followed:
1. You and/or guardian will address the concern with the QP of Summerland Homes. The grievance is to be in writing. No action will be taken against you in retaliation for filing a complaint. (To file a formal complaint, please fill out a Grievance Record form.  Grievance Record forms are in your person served handbook and at the office of Summerland Homes. If you are not comfortable with writing, ask a person that you trust to help you. It could be someone from your home, your parent, another Summerland Homes’ staff person, your care coordinator or an advocate.  As clearly as you can, write what you are unhappy about, who is involved; the date it happened; where it happened; and what you want done. You can give the grievance form to the QP of Summerland Homes, ask that someone else turn the form in for you, or mail the form to Summerland Homes, 73 Kennedy Road Annex, Weaverville, NC 28787. You can also file a grievance by calling the office of Summerland Homes at

1-828-645-7272.  At no time do you have to give your name unless you choose to do so.  (However, if you do not give your name we will not be able to contact you during the grievance process or with the resolution of the grievance.)
2. We want 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 you and/or guardian 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. You 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 you and/or guardian and the Program Director, a committee of you  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. You have a right at any step of the grievance review process to take your grievance directly to Disability Rights North Carolina at (Toll Free) 1-877-235-4210 and may contact legal counsel (at your expense).

7.  Final appeal will be to the Quality Assurance Clients Rights Health & Safety Advisory Committee.
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    UPSET?            Write about it
          Send it to us or Call us                We will check on it       We want you happy!
Always remember that if you are having any problems, please let us know.  It is your right to file a grievance.  You will not get in trouble for expressing your concerns.  No one will be upset with you if you feel your rights have been violated and you choose to file a grievance.

