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Strategies

to Support Families & Communities





Acme Family Resource Center

Grievance Procedures

In the event that a client at the center has a grievance please ensure that the following steps are taken.

Any client who is dissatisfied with the procedures or actions of the agency may request an interview with the appropriate Acme director. If no resolution of the specific grievance can be reached, then the person(s) may file a written formal request for a hearing by the Agency Hearing Panel. The filing of a written formal request for such a hearing must strictly follow the grievance procedures established by the agency for this purpose.

Grievance Process

Filing the Request: Any request for a formal grievance hearing shall be filed, in the form of a written complaint, with the agency’s Executive Director. The complaint must specify the facts for the need of a hearing including efforts to resolve the complaint prior to filing the formal request for a grievance hearing. The complaint must be filed within 30 days from the date of the action that has prompted the grievance.

Agency Response: The agency’s Executive Director, upon receipt of a request for a grievance hearing shall set the date, time, and place of the grievance hearing within 10 working days after receiving the written complaint. 

Hearing Panel: The Executive Director shall appoint the Hearing Panel to hear the complaint. The agency reserves the right to maintain the confidence of all sources of its information. The information, however, will be made available to the Hearing Panel to be used as a basis on which to conduct the hearing and for inclusion as evidence upon which the decision is based. The Hearing Panel has the right to exclude persons the members believe are unauthorized from the hearing unless all parties agree to the need for such persons to be present.

Hearing Process: Testimony and all confidential information shall be recorded and kept by the agency in the client record for at least five (5) years. The Hearing Panel members shall review all evidence concerning the circumstances involved in the complaint. All parties shall be notified by the Hearing Panel of its decision within 10 working days following the completion of the hearing(s). If parties are dissatisfied with the decision of the Hearing Panel, they have the right to appeal to the State Department of Social Services under its statutory codes, regulations, and guidelines.
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