Family First Homecare
Concerns, Complaints, and Grievances Policy

Effective Date: 06/01/2025 
Revision Date: _______________________________ 
Approved by: ________________________________
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Applies to: All staff, contractors, and volunteers involved in participant care

Policy
Family First Homecare is committed to providing a respectful and supportive environment for clients, families, and employees. This policy establishes procedures for reporting, addressing, and resolving concerns, complaints, and grievances effectively and transparently. Family First Homecare values feedback as an opportunity to improve services and strengthen relationships.

Procedure
1. Definitions
· Concern: A minor issue raised informally that can often be resolved immediately.
· Complaint: A formal expression of dissatisfaction requiring a documented response.
· Grievance: A more serious complaint involving potential violations of policy, regulations, or client rights.

2. Reporting Concerns, Complaints, and Grievances
· Clients and Families: 
· May report concerns, complaints, or grievances verbally, in writing, or via email to any staff member or directly to the Administrator.
· Employees: 
· Must report complaints or grievances to their supervisor, Administrator, or through the organization’s designated reporting system.
· Anonymous Reporting: 
· Concerns and complaints may be submitted anonymously if desired.

3. Acknowledgment and Documentation
· Acknowledgment: 
· Complaints and grievances will be acknowledged within 2 business days of receipt.
· Documentation: 
· All complaints and grievances must be documented, including: 
· Date and time of the report.
· Details of the issue.
· Names of involved parties.
· A written record will be maintained for at least 3 years.


4. Investigation Process
· Initial Review: 
· Supervisors or the Administrator will review complaints and grievances to determine the appropriate course of action.
· Investigation: 
· Conduct a thorough and impartial investigation, including interviews and evidence review, if applicable.
· Timeline: 
· Investigations will be completed within 10 business days whenever possible.

5. Resolution and Follow-Up
· Resolution: 
· The findings of the investigation and any corrective actions will be communicated to the complainant.
· Efforts will be made to resolve the issue to the satisfaction of all parties involved.
· Follow-Up: 
· Supervisors or the Administrator will follow up with the complainant to ensure the resolution was effective and satisfactory.

6. Non-Retaliation Policy
· Employees and clients are encouraged to report concerns, complaints, and grievances without fear of retaliation.
· Any form of retaliation against individuals who raise issues will result in disciplinary action.

7. Appeals Process
· If the complainant is dissatisfied with the resolution, they may appeal to the Administrator or escalate the issue to the relevant oversight body or regulatory agency.
· Appeals must be submitted in writing within 5 business days of the resolution notification.

8. Training and Awareness
· Employees will be trained on this policy during onboarding and through annual refreshers.
· Information about reporting concerns, complaints, and grievances will be shared with clients and families during service initiation.

9. Policy Review
· This policy will be reviewed annually and updated as needed to reflect best practices and regulatory requirements.
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