FAMILY SERVICE ASSOCIATION

CLIENT GRIEVANCE PROCEDURE FOR TRANSPORTATION SERVICES

Clients of this agency have a right to raise questions about agency policies, procedures, decisions made or services rendered.  All services provided to clients should be determined without discrimination because of race, color, sex, age, ethnic origin, religion, or disability.

The following procedures will be followed in handling client grievances:

1. A unusual incidents report will be completed for all transportation grievances.  The current procedure for completing unusual incidents will be followed.

2. If the client feels he/she has a grievance, attempts should be made to resolve the grievance with the program manager of the First Day Program.

3. The manager has the responsibility of discussing the complaint with the clients and the worker within 15 working days.  If the issue cannot be satisfactorily resolved at this level, the client may contact the transportation complaint officer, who is the Director of Human Resources.

4. If the grievance cannot be resolved by the Director of Human Resources, the client may appeal to the President/CEO of the agency.

5. The President, prior to meeting with the client or clients, will discuss the situation with the staff personnel involved.

6. The President will then confirm in writing, an appointment to see the client within 15 working days, following the client’s request to be seen.

7. At a Grievance Conference, the client and staff member(s) shall have equal opportunity to:

a. Present and establish relevant facts;

b. Discuss, question and/or refute material;

c. Examine relevant records available.

8. The President, after hearing all sides of the complaint(s), shall make a decision and put it in writing.  Copies of the decision will go to the client and the staff personnel involved, and will be kept on file by the president, thus completing the agency’s appeal procedure.

9. For all transportation grievances, data will be kept by Human Resources to determine whether the agency is experiencing an absorbent amount of complaints.  If it is determined that there is a sufficient amount of complaints, a report will be submitted to the President/CEO for follow-up and action.

NOTE:


All clients have the right to submit their complaint to the:

Office of Civil Rights

26 Federal Plaza, Room 3312

New York, New York 10278

