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Effective Date:  November, 2016	


Policy:  
The facility will assist residents, their representatives such as, other interested family members or other resident advocates in filing grievances or complaints when such requests are made.


Policy Specifications:  

1. Any resident, their representative, family member, or other advocate may file a grievance or complaint concerning treatment, medical care, behavior of other residents, staff members, theft of property, etc., without fear of threat or reprisal in any form.
2. Upon admission, residents are provided with written information on how to file a grievance or complaint. A copy of the facility’s grievance/complaint procedures is posted in prominent locations throughout the facility. 
3. Grievance postings will include the contact information of the grievance official including name, business address, e-mail, and phone number.  A copy of this grievance policy will be given upon request. The facility Administrator is the designated grievance official.
4. Grievances and/or complaints may be submitted orally or in writing. Written complaints or grievances must be signed by the resident or the person filing the grievance or complaint on behalf of the resident. 
5. The administrator may delegate investigation of the grievance to the relevant individual or department head.
6. Upon receipt of a written grievance and/or complaint, the designated individual will investigate the allegations and submit a written report of such findings to the administrator within 5 working days of receiving the grievance and/or complaint.
7. The administrator will review the findings with the person investigating the complaint to determine what corrective actions, if any, need to be taken.
8. The resident, or person filing the grievance and/or complaint on behalf of the resident including grievances filed anonymously, will be informed of the findings of the investigation and the actions that will be taken to correct any identified problems. Such report will be made orally by the administrator, or his or her designee, within 5 working days of the filing of the grievance or complaint with the facility. A written decision of the report will also be provided upon request, and a copy will be filed in the business office.
9. Consistent with 483.12(c)(1), by anyone furnishing services on behalf of the provider, all alleged violations involving neglect, abuse, including injuries of unknown source and/or misappropriation of resident property will be immediately reported to the administrator of the provider as required by state law.
10. Written grievance decisions will include:
a.  the date the grievance was received, 
b. a summary statement of the resident grievance, 
c. steps taken to investigate the grievance, 
d. a summary of the pertinent findings or conclusions regarding the resident’s concern(s), 
e. a statement as to whether the grievance was confirmed or not confirmed, 
f. any corrective action taken or to be taken by the facility as a result of the grievance
g.   the date the written decision was issued. 
11. The facility will take appropriate corrective action in accordance with State law if the alleged violation of the residents’ right is confirmed by the facility as a result of the grievance, and the date the written decision was issued.
12. The facility will maintain the results of all grievances for a period of no less than 3 years from the issuance of the grievance decision.
13. A grievance may also be filed with the State agency, Quality Improvement Organization, State Survey Agency, and the State Long-Term Care Ombudsman program or protection and advocacy system.


