YORK/ADAMS DRUG & ALCOHOL COMMISSION
CLIENT GRIEVANCE AND APPEAL PROCESS

POLICY:
If a client disagrees with an administrative or financial decision or action made by, or on behalf of, the SCA and is seeking redress due to the inability to resolve the issue, the client has a right to file a grievance.  The process for filing a grievance is indicated below. 

GRIEVANCE:

All grievances must be in written format and submitted to the SCA (Single County Authority).  Grievance and appeals may be submitted for the following:

· Denial or termination of services

· Level of care determination

· Length of stay in treatment

· Violation of civil or human rights

· Breach of confidentiality

By reading and signing this document, the client is notified of this right to file a grievance.  Clients acknowledge their rights to have access to all documentation pertaining to resolution of a grievance within the confines of state and federal confidentiality regulations.  Clients also acknowledge their right to be involved in the appeal process and have representation by means of a client advocate, attorney, or any other individual chosen by the client at each level of appeal. 

 LEVEL I
A client may initiate a grievance by contacting, in writing, the York/Adams Drug & Alcohol Commission. A panel made up of SCA staff or a supervisory level staff person, none of whom are directly involved in the dispute, will review the documentation and obtain additional information as necessary.  The panel chairperson will render a written decision to the client within seven (7) days of the receipt of the grievance.  The panel chairperson will also advise the client of their right to further appeal this decision, if desired, and the process for the next level of grievance.  The Case Management Supervisor will document the grievance in the client file and give a copy to their direct supervisor.  The documentation will include, at a minimum, the date of contact, the specific action being appealed, the redress being requested, and the SCA’s response and basis for the response.  The client and DDAP (Department of Drug & Alcohol Programs) will be notified by the York/Adams Drug & Alcohol Commission of the grievance outcome with in seven (7) days of the decision using the DDAP approved Grievance and Appeal Reporting Form.  No client identifying information is to be included or attached to this form.  

LEVEL II

If the client wishes to appeal the Level I decision, he/she is to appeal to the SCA Director, or the designee.  The client should submit the grievance in writing to the Director or the designee, who will arrange a timely review meeting with the client.  The Director will render a decision, in writing, within 7 days of receipt of the grievance.  The SCA Director or designee will then submit the decision in writing to the client and Department of Drug and Alcohol Programs (DDAP) within 7 days.  The decision is to be documented on the DDAP-approved Grievance and Appeal Reporting Form.  No client-identifying information is to be included or attached to this form.  This decision will include the right to appeal to the next level.

FINAL LEVEL

Complaints, grievances or appeals that cannot be resolved at the SCA level may be directed to the York/Adams MH/MR/D&A Advisory Board.  This independent review board consists of an odd number of members, no less than 3, who have no financial, occupational, or contractual relationship with the SCA. The Department of Health, DDAP, the Department of Public Welfare, or the members of the SCA’s governing body (County Executive, County Commissioners, or governing Board of Directors) may not serve as the independent review board or hearing panel. A decision must be rendered within 7 days of receipt of the grievance.  The SCA director will then submit the decision in writing to the client and to the Department of Drug and Alcohol Programs (DDAP) within 7 days.  The decision is to be documented on the DDAP-approved Grievance and Appeal Reporting Form.  No client-identifying information is to be included or attached to this form.  

This level of appeal requires signed consents from the client so that confidential client information relating to the appeal can be provided to the review board for the purpose of rendering a decision on the appeal.  Access to confidential records must be in accordance with state and federal confidentiality regulations.

RECORDS:

The York/Adams Drug & Alcohol Commission will maintain a record of all grievances and complaints received which may include dates, actions taken, and resolution.  

______________________________________________________________________________

This is to certify that the Grievance and Appeal Process has been read and/or discussed with me, that I understand this process and that a copy of this process has been offered to me.

____________________________



__________________

Client Signature





             Date

____________________________



___________________ 

    Witness






Date

I have accepted a copy of this form.  (Check one)                          Yes______    No______

YADAC 1/9/12; 2/27/14

