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Cione/McQueen Residences

Cione/McQueen Residences (CMR) has created this grievance policy and procedure to ensure the health and safety of its residents.

All managers and supervisors should be aware of the possible ramifications of their actions when dealing with residents and family member issues. They must ensure that all encountered with fairness, equality, and respect.  When this becomes in doubt, the following proceed shall be followed:
1. Residents, representatives, and family members have a right to file a complaint or grievance with CMR, the licensing agency and the human rights agency.  In order to ensure the resident has an opportunity to be heard, CMR maintains a formal grievance and appeal process which can be used by the resident, his/her advocates, conservators, or other designated representatives.  
1. CMR shall posts copies of its procedures in its public spaces and on its web site, provides copies to all individuals when they are admitted for services, and provides a copy to the Department upon request.
1. The grievance procedures are reviewed on admission day and throughout the week as well as at regularly scheduled residential meetings.  
1. Residents may file a grievance as follows:
3. Persons served and or legal guardians or advocates may present a complaint or grievance verbally or in writing to the appropriate staff.
3. The staff member receiving the complaint will record the nature of the resident grievance on a grievance form and will provide a signed copy to the grievant or his/her representative.
3. The administrator will be notified of the grievant claim within 24 hours of filing.  
3. If the complaint or grievance involves abuse, sexual harassment, exploitation or neglect, the complaint is reported directly and immediately to the licensing office, recipient rights office, the police department, Adult Protective Services, and any other relevant stakeholder agency.
3. At the time a complaint or grievance is filed, an investigation will begin, including the following:
· Interviews with all concerned parties.
· Documented results of interviews.
· Formal mediated discussions between the grievant and the accused will be held to attempt to mediate a solution.  All attempts or solutions will be documented.
· The investigator will discuss findings with the grievant and attempt to arrive at a solution.
· Solutions will be documented and signed by the involved parties.
· Investigations will be conducted by administrator/designee.
1. Findings will be provided to the resident/advocate and other involved parties.
1. If complaint or grievance does not reach resolution, the grievant will be advised of his/her right to pursue the grievance with an appropriate government representative.
1. Documentation of each grievance and its resolution will be placed in the individual grievant permanent record, with a statement about any disciplinary action if warranted.
1. Any time a resident, guardian or family member think that an action by a staff is unjust or that they are being treated unfairly, a complaint may be filed. The complaint is called a grievance. To file a grievance, this is the procedure to follow: 
1. The CMR Staff with assistance from his/her supervisor shall attempt to resolve the complaint with the Individual and Guardian.
1. If CMR or staff is unsuccessful, the Individual and Guardian shall be advised that they have the right to file a grievance, in writing, with the Administrator. 
1. A copy of the grievance shall be forwarded by the Supervisor or Site Manager to the Administrator; the Supervisor should indicate that he or she is investigating the complaint. 
1. Complaints by the Individual or Guardian may be handwritten on a plain sheet of paper and signed by the person filing the grievance. No reprisals may be taken against an Individual or family for filing a grievance and assistance to file a grievance shall always be provided.
1. Within 15 working days, the Supervisor or designee shall discuss the grievance with the Individual and Guardian(s) and try to resolve the matter. 
1. A letter shall be sent to the Individual and Guardian(s) summarizing the findings and disposition of the complaint. The letter shall state if the disposition was acceptable or unacceptable to the Director. 
1. The Supervisor is required to keep a copy of all grievance filed with the disposition letter. In regard to unacceptable dispositions, the letter, sent to the Individual and Guardians, shall include the name and address of the Director for the purpose of a potential appeal as outlined below.
1. If the disposition of the complaint was unacceptable to the Guardian and Individual, they shall be advised that they have the right to appeal, in writing, to the Director or his designee. The appeal shall be filed within 14 working days of sending the letter. The Administrator or designee has 21 working days to review and investigate the grievance and disposition and notify the Administrator of his/her findings. 
1. The Administrator or designee will discuss the finding and determine an appropriate resolution, and then notify the Individual and Guardian of their findings and any action that may be warranted. This decision is final.
1. FILING COMPLAINT WITH OUTSIDE AGENCY. Should CMR fail to resolve with any individual complaint as desired by individual or guardian, the individual may file a formal complaint with the following outside agency; Office of Licensing Post Office Box 1797, Richmond, Virginia 23218-1797 Telephone (804) 786-1747 Fax (804) 692-0066 | www.dbhds.virginia.gov
1. Report of Concerns and Incidents (Please complete the Grievance Procedure Form to report any concerns for regulatory practice in the community, then send by email to OLComplaints@dbhds.virginia.gov or fax to 804-692-0066).
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