PURPOSE:





To support and respect consumers’ rights to have concerns/grievances about their care and/or services heard, reviewed and if possible, resolved, thereby promoting positive consumer outcomes.





To promote positive consumer outcomes and meet consumer/family needs for quality care and services.





To provide an efficient and effective complaint resolution process.





POLICY:





All consumers served by Cedar County Public Health are informed verbally and in writing prior to the initiation of service/care of their rights to participate in decisions regarding their care and/or services, to voice grievances/complaints and to recommend changes in policies, care and services without coercion, discrimination, reprisal and/or unreasonable interruption in services.





PROCEDURE:





The Registered Nurse or Deputy Director informs the consumer/family/caregiver of their rights to voice concerns/grievances, the agency’s complaint resolution process and other resources for registering complaints.





The consumer should first discuss the problem with the Public Health Nurse or Deputy Director in an attempt to resolve the problem.





All Cedar County Public Health staff members are responsible for "On-The-Spot" resolution of consumer problems, where possible, and for notifying the Director of Cedar County Public Health of complaints expressed to them.





If the problem is not resolved the Public Health Nurse or Deputy Director will so advise the Director and an effort will be made by those involved to resolve the grievance before filing a written complaint.





The Director of Cedar County Public Health is responsible for investigating all consumer complaints and for giving feedback to the consumer and the Board of Health.





The complaint investigation shall commence within 48 hours of receipt of the written complaint.





Every attempt shall be made to resolve all grievances within 20 working days.





If the problem is not resolved to the satisfaction of the Director or the complainant the following action shall be taken. (The Director is responsible for advising the consumer regarding the following procedure for filing a written complaint.)





Within five (5) working days of the grievance, a written appeal may be filed with


the chairperson of the Board of Health.  The written grievance shall contain the following:





Grievance and time of occurrence


Corrective action desired





b. Within ten (10) working days of receipt the Board of Health will meet with the       consumer and discuss the problem.  Within five (5) working days following the close of the meeting, the Board of Health will submit in writing their decision to the consumer and Director.  The Board of Health decision will be final.





The Board of Health retains final responsibility for the resolution of all consumer complaints.





A record of the complaint, investigation, follow-up action and response to the consumer will be documented, using the Consumer Complaint Form and will be permanently retained by the Department in a Consumer Complaint file.  The form is to be initiated by the person receiving the complaint.





Information regarding this policy is to be included in the initial Consumer Information Packet.
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