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Grievance and Complaint Policy and Procedure
February 11, 2004
Policy:
It is the policy of ABC of Atlanta to provide an immediate and fair method of resolving
consumer grievances/complaints.
Step 1
If a grievance is filed the following steps must be taken by the consumer/family
1. Report the grievance at program level to Consumer Rights Representative to the
regional board of the division of MH/DD/AD of DHR. This can be reported
veribly opr written. Staff can file on behalf of consumer.
2. Staff and consumer may document and send grievance/compliant to Consumer
Rights Representative.
3. Consumer Rights Representative will investigate and evaluate the grievance to
determine when the investigation should take place at the center level.
4. At the center level, the center director will:

1. Interview individual who filed the grievance and obtain information
regarding the compliant.
2. Notify staff to whom the grievance is tiled against
3. Work for a solution
5tep 2
1. If solution is not obtained the grievance will be filed with the Consumer Rights
Representative within 7 working days, the Consumer Rights Representative will
complete steps 1-3 in item number 4. Resolution to take place through mediation
and reconciliation,
2. CRR may reject the grievance if no solution is achieved.
3. CRR files report to the center director which provides copies of the grievance to
the consumer and staff involved.



3547 Northlake @ Habersham
Tucker, GA 30084-4009
Oficina (678) 406.9707 ● Fax (678) 406.9881
[image: ]
Step 3:
1. If the consumer appeals solution, he may submit a written rejection letter and with 15 days from appeal

         2. The center director will met with consumer to discuss grievance within 10 working days.
Step 4:
1.	The grievance is filed with the direct of MH/DD/AD within 10 days
if the    consumer is dissatisfied with the decision by the center director. The director of MH/DD/AD within 14 days will provide a final decision.
Address for filing compliant:
DHR
Division of MH/DD/AD Personal Advocacy Unit 2 Peachtree Street NW Atlanta, Georgia 30303
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