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GRIEVANCE PROCEDURE FOR YOUTH, FAMILY, CONSUMERS, OR STAKEHOLDERS
A complaint is any significant concern expressed to any service professional providing care at Youth Quest; Family Teacher Practitioners, Family Specialists, Licensed Professional.   You may have a concern concerning the care, education, or treatment of any child or family receiving services at Youth Quest.  

A grievance is a written report submitted to a staff supervisor.  Youth Quest encourages open and honest discussion between those receiving services (called services recipients) and staff and expects that most concerns can be addressed satisfactorily through such discussions.  Verbal reports of concern are not considered grievances until they are written up as a grievance.  When verbal reports and discussions do not lead to resolution of concerns, service recipients are encouraged to file written reports.  These reports are considered grievances.  

There is a difference between “complaining” and “filing a compliant.”  We believe that it is a task of adolescence to complain.  For example, some kids have complained about a 9:00 PM curfew on weeknights, that allowance is too small, or that they are required to make their beds in the morning.  These are things about which kids complain, but not ones about which kids file complaints.  If you are not sure of the difference, please ask your case manager to explain.  
Parents are encouraged to resolved complaints through regular contact.  If a resolution is not reached, or the parent does not feel the issue has left them feeling the issue was addressed, or resolved, the parent should inform the person that they would like to file a grievance.  

Who may use Youth Quest’s compliant or grievance procedure?  Are there any restrictions concerning who may use the compliant or grievance procedure?  

Any person, group, or organization that has a vest interest in the services provided by Youth Quest may file a grievance after following through with a complaint with the person with which the complaint resides first.  

Does Youth Quest have parameters for complaint/grievance subjects?  No, the process is the same.  

Do applicable statutes, regulations, or contracts specify the rights of persons to file complaints/grievances?   Yes, see below
For Youth or Stakeholders (see definition above) Procedure
1.  A grievance must be first reviewed and discussed thoroughly with the youth’s primary caretaker or service professional.  This direct care person or service professional will then have ten days to resolve the youth or stakeholders grievance.  Resolve is defined as any of the items below:

· Deciding to bring the issue to an end and settling it conclusively 

· Conclude or reach a conclusion after a discussion or deliberation has occurred  

· A decision was reached; “the Family Teacher resolved to try to provide 48-hours notice of school meetings”

· An answering was given, “due to budget cuts, all allowance for non-DSS youth will need to be covered by parents”

· Make clearly visible; "can this image be resolved?" 

· A solution was found for the problem or complaint.                  

· Dissolve; “the issue is not longer important so it’s being dropped”.  

· Resolution; a formal decision was made to change a rule in the home by a family meeting and vote.
If a satisfactory resolution cannot be obtained from this person within ten days, the youth or stakeholder should inform the person that they do not feel the issue was satisfactorily resolved and will file formal grievance.

2.  A formal grievance consists of completing a Youth Quest Grievance Worksheet – a copy of the Youth Quest Grievance Worksheet is available from any staff of Youth Quest or online at 
www.youthquestinc.org/grievance resolved.html 
3. The client should call and address the grievance with their case manager and attempt to resolve the conflict or concern in coordination with them working with staff or professionals of Youth Quest.

4.  The youth may file a grievance with the Governors Advocacy Council for Persons with Disabilities.  

The grievance shall be written in the following manner:

Full name of grievant (youth)

Date, time, and place initial grievance took place

What was happening?
Policy and procedure in dispute, if any

Specific nature of grievance

Reason grievance not reconciled
5.  Please allow up to 30 days for the grievance to be resolved.  This will be done with a letter of resolution by administration, with an inquiry for further information, or by another means of resolving the complaint or concern.

6.  All grievances can be mailed to 1515 West NC Highway 54, Suite 220, Durham, NC 27707 or e-mailed to grievanceresolved@youthquestinc.org .

