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Grievance Policy & Procedure INORTH HOMES

Policy

Any client, prospective client, former client, authorized representative, or concerned person may file a grievance
regarding care, treatment, rights, policies, staff conduct, or service delivery. North Homes Children and Family
Services (NHCFS) will respond to all grievances in a fair, timely, and objective manner. Individuals will not face
retaliation or adverse action for expressing concerns, filing complaints, or participating in a grievance process.
Staff must not influence, discourage, or interfere with grievance submissions or investigations.

Procedure
Staff verbally explain the grievance procedure at service initiation. A written copy is offered to the individual
and their legal guardian/representative (when applicable); and is available upon request.

As the first step in healthy conflict resolution, individuals are encouraged to first discuss concerns directly with
staff/service providers. If the individual does not feel comfortable speaking directly with the staff involved, they
may speak to the appropriate Director. If attempts at informal resolution are not successful or possible, they are
directed to submit a written grievance. Staff will assist the individual in filing a grievance, if needed or requested.

All written grievances will be handled respectfully, objectively, and free from intimidation. The process is as
follows:
1. Submission
e (Grievance must be submitted in writing.
e I[fthe individual cannot do so, a staff member may transcribe a verbal complaint.
2. First-Level Review
¢ Clinical/Program Director must respond, in writing, within 3 business days of receipt.
e Ifresolved, no further steps are taken.
e [funresolved, grievance is forwarded to the Quality Assurance (QA) Director.
3. Second-Level Review
¢ QA Director must respond, in writing, within 7 business days of receipt.
e Ifunresolved, grievance is escalated to the Chief Operations Officer (COO) or Compliance Officer.
4. Third-Level Review
e (COO or Compliance Officer must respond, in writing, within 10 business days of receipt.
e [funresolved, grievance is escalated to the Chief Executive Officer (CEO).
5. Final Internal Review
e Chief Executive Officer (CEO) must respond, in writing, within 15 business days of receipt.
e [funresolved, the individual will be provided with information to contact external oversight bodies,
including the Department of Human Services and relevant professional licensing boards.

Optional Final Appeal
At any time, the individual may request review by the Board of Directors, the highest level of authority. This
request will be facilitated by the QA Director.

Documentation & Records
e All grievances and responses will be documented using the agency’s grievance form. If the grievance is
received in another format (e.g., email), it will be attached to the form.
e Records will be retained for a minimum of five years or two licensing periods, whichever is longer.
e A summary of the grievance, investigation (if applicable), and resolution will be maintained by the QA
Department.
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Public Contact Information for State Offices & Licensing Boards

U.S. Department of Health and Human Services - Office for Civil Rights (Midwest Region)
233 N Michigan Avenue, Suite 240, Chicago, IL 60601

Phone: (800) 368-1019

https://www.hhs.gov/hipaa/filing-a-complaint/complaint-process/

Minnesota Department of Health - Office of Health Facilities Complaints
P.O. Box 64970, St. Paul, MN 55164

Phone: (651) 201-4201 or (800) 369-7994
https://www.health.state.mn.us/facilities/regulation/ohfc/

Minnesota Department of Human Services - Licensing Division
P.O. Box 64242, St. Paul, MN 55164

Phone: (651) 431-6500

Licensing Complaints and Maltreatment Intake Phone: (651) 431-6600

Minnesota Office of Ombudsman for Mental Health and Developmental Disabilities
332 Minnesota Street, Suite W1410, St. Paul, Minnesota 55101

Phone: (651) 757-1800 or (800) 657-3506

https://mn.gov/omhdd/

Minnesota Board of Behavioral Health and Therapy
335 Randolph Avenue, Suite 290, St. Paul, MN 55102
Phone: (651) 548-2177
https://mn.gov/boards/behavioral-health/

Minnesota Board of Marriage and Family Therapy

2829 University Avenue SE, Suite 400, Minneapolis, MN 55414
Phone: (612) 617-2220
https://mn.gov/boards/marriage-and-family/

Minnesota Board of Nursing

1210 Northland Drive, Suite 120, Mendota Heights, MN 55120
Phone: (612) 317-3000

https://mn.gov/boards/nursing/

Minnesota Board of Psychology

335 Randolph Avenue, Suite 270, St. Paul, MN 55102
Phone: (612) 617-2230
https://mn.gov/boards/psychology/

Minnesota Board of Social Work

2829 University Avenue SE, Suite 340, Minneapolis, MN 55414
Phone: (612) 617-2100 or (888) 234-1320
https://mn.gov/boards/social-work/

Minnesota Certification Board
P.O. Box 586, Wyoming, MN 55092
Phone: (763) 434-9787
https://www.mcboard.org/
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