CONSUMER GRIEVANCE PROCEDURE

A written consumer grievance procedure will be readily available to all consumers.  Grievance procedure is as follows:
Anyone who is receiving treatment for a mental illness, developmental disability, or alcohol and other drug abuse may utilize the grievance procedure.   Grievance complaints and enforcement can be found in The Code of Ethics, Article 24 and Title 21 Chapter 23 of North Carolina Board of License Professional Counselors, NCBLPC.  The grievance proced-ure is a way for consumers to arbitrate their grievances when they believe their rights are being violated.  There is a no cost to the consumer to go through the grievance procedure.  The consumer may also choose to go straight to court instead of using the grievance procedure.  Even if the consumer chooses at first to file a grievance, the consumer can go to court at any later time (the grievance, if not completed at that time, would be dropped).

A) A complaint can be filed by writing to or personally talking to the Complaint Investigator to Victoria Frue with Center Valley Counseling, PC.  Another person (a guardian, a relative, another staff person, or a friend) can file a grievance on behalf of the consumer.  If a court has not found the consumer to be incompetent to make his or her own decisions, this other person must obtain the consumer’s permission before filing the complaint.
B) A written complaint must be filed within 45 days of the incident or within 45 days of the time that the consumer or other person learned of the situation.  The time limit may be extended for good cause.  The complaint may be given to any staff member in a sealed envelope and that staff member must deliver the complaint, still sealed and unread, to the Complaint Investigator (C.I.)

Upon receipt of the written complaint by the C.I., the C.I. will call the consumer within two days to discuss the complaint.  If possible, the C.I. will try to bring all parties together to resolve the complaint informally.  The consumer, however, does not have to participate in such a meeting if they do not want to.  Often the C.I. is able to solve problems quickly at this stage, to the satisfaction of the consumer.  If unsatisfied, the consumer may ask for Stage 2 of the Grievance Procedure.
Stage 2:  When things cannot be worked out informally, the C.I. writes a report of his/her investigation.  Copies of the report must be given to the consumer and the board vice president, Wendy Chaput at 920-819-4307 within 15 days of the time the complaint was made.  The report should tell all the facts resulting from the investigation that shed any light on the complaint.  The report should also give conclusions based on the facts, the Patient Rights law, and the Administrative Rule, and make recommendations to the other partners.

The recommendations should call for change(s) if a violation has been found.  The agency partners have seven days to make a decision about whether rights were violated, and if so, what changes should be made.  The partner will put this in writing and send a copy to the grievant and to the C.I.  Copies of the report and of the partners’ decision may also be shared with involved staff if the laws of confidentiality do not prohibit this and if necessary for fairness.

If the consumer is not satisfied with the partners’ decisions and if the consumer was referred to the Center Valley Counseling, PC (CVC, PC) for service by the county, the client may appeal to the County Complaint Investigator.  The County C.I. would receive the CVC, PC’s C.I.’s file and then would conduct his/her own investigation.  The results would be written up in the same format as outlined in Stage 2.  The grievant and County Program Director both receive a copy of the report within 20 days of the appeal.  The County Program Director has 10 days to review the report and to make a decision.  Copies of that written decision are given to the County C.I., the grievant, and to CVC, Inc.
If the consumer was not referred to CVC, PC for services by the county, and if the consumer is not satisfied with the agency directors’ decision, the consumer may choose to file a grievance decision appeal to the state grievance examiner.  A copy of that form is attached.
There is no limit to the number of grievance that one consumer may file.  However, if the consumer files more than on grievance, each will be investigated in the order of their receipt and grievances from other consumers will also be investigated in the meantime.  The C.I. may ask a consumer who has filed more than one grievance to prioritize them.  Grievances about an apparent emergency situation may take priority over other grievances.
