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POLICY

It is the policy of Bethany Christian Services and its subsidiaries (Bethany) to provide a process for clients to express and receive a response to grievances (including formal complaints) they have regarding services provided.  
PROCEDURE

Client Right and Access to Submit a Grievance

· Clients have the right to submit a grievance without interference or retaliation.  
· Clients are informed of the Client Grievance policy at the beginning of service delivery.  
· A copy of the Client Grievance Policy and Procedure is available to all clients through the branch offices, the www.bethany.org website, and/or through the appropriate service portal.  
· All youth in out-of-home care through Bethany are provided with client rights and complaint procedures consistent with state and local licensing requirements.  
· See next page for additional/modified guidelines specific to Programs Serving Unaccompanied Children.

Submitting a Grievance

1. When a client submits a written or verbal grievance, staff will provide the client with a copy of the grievance form or will assist the client in filling out the form if needed. A grievance may be submitted electronically, on paper, or on the Bethany website. If the client would like to submit a formal grievance verbally, it should be taken and documented by a staff member. A grievance does not need to be submitted on the official grievance form. 
2. Grievances may be submitted in any language. 

3. A written grievance will be submitted to the branch director or the designated staff member who will complete the review. Staff members involved or named in a grievance complaint will not be involved in the review and will not have decision-making authority in the outcome of the grievance resolution.  
4. All efforts are made to resolve client grievances at the branch level.
Receipt of Grievance and Initial Meeting

Note: In locations with a grievance box, the box is checked daily, and emergency grievances are responded to in a timely and appropriate manner relative to the event. 

1. The branch director or designated staff member will acknowledge the grievance within five (5) business days, for all non-emergency grievances.  A meeting, interview, or conference call will be scheduled with the client to hear identified grievances.
2. At the meeting, the client and any witnesses may present and establish facts and evidence relevant to the grievance and/or discuss information presented in a non-confrontational space.  Involved staff should not be present at this meeting but may later meet with the branch director or designated staff member to provide further information; the branch director must review all information related to the grievance following the meeting, which may include a review of the file or interviews with staff.
3. A report of the meeting will be submitted to the Vice President of Operations, which includes the formal decision and reasoning, within five (5) business days of formal decision.
4. The client will be provided with a copy of the formal decision and reasoning in writing within 30 days of when the grievance was received by the branch. An extension may apply if the initial meeting could not happen promptly due to client scheduling difficulties, but no more than 15 days after the initial meeting. 
Appeal of Decision to Agency

1. If the client is dissatisfied with the decision, they may submit a written request within ten (10) business days for a review by the Vice President of Operations which will be scheduled in person or via conference call.
2. The Vice President of Operations will arrive at a final decision within fifteen (15) business days of the appeal meeting and provide a formal copy of the decision to the client.  The Senior Vice President of Operations or other relevant staff may be consulted as needed.  
Record Keeping

Original records of all meetings will be kept on file at the branch office in the client’s file, with a copy submitted to Performance and Quality Improvement (PQI) Department via PQI ticket. The PQI Department reviews all grievances as part of ongoing improvement efforts. 

Appeal of Decision Outside of the Agency

When government funding supports the service/program or if the client believes the decision is against state regulations or requirements, the client is informed of his/her right to appeal to the relevant state office (typically, the Department of Human Services or state Attorney General).  
Additional Notes for Programs Serving Unaccompanied Children (UC)

· Bethany must issue a written decision on the grievance submitted by a UC within five calendar days of receipt. This is sooner than the above-listed timeframes.

· Youth placed in out-of-home care through the UC program may obtain assistance in drafting a written grievance from another youth, Bethany staff member, family member, or legal representative. Bethany staff must take reasonable steps to expedite requests for assistance from these other parties. 
· The grievance procedure may be used by youth in out-of-home care in the UC program to report sexual abuse or harassment and inappropriate sexual behavior.  
· Grievances involving an immediate threat to UC’s health, safety, or welfare related to sexual abuse and sexual harassment shall be responded to immediately by the program supervisor/director or branch director, who will determine the appropriate course of action. Any such grievances must be reported to the Office of Refugee Resettlement (ORR) in accordance with ORR policies and procedures. 
· Medical emergencies must be reported immediately to proper medical and/or emergency services personnel for further assessment. 
· Grievances that contain disclosures of abuse, sexual abuse, or sexual harassment must additionally be reported as per existing abuse reporting guidelines, including to law enforcement, child protective services, ORR, and state or local licensing. 

· Other parties assisting with reports may also file reports with the appropriate authorities, although this does not eliminate staff responsibility to report.
Regulations

COA:  CR 1, RPM 2
ORR Guide to Children Entering the United State Unaccompanied: Section 4
Part 45 CFR 411.52
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  State  

  Zip  




Phone
 




  Email  






Location of Bethany Office:










Program: 












Please provide a brief summary of your grievance or complaint: (attach additional sheets if needed) 






















































































































Describe how you would like for your grievance/complaint to be addressed?  
















































































Please submit this grievance/complaint to your local branch office.
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