WorkAbilities, Inc.

GRIEVANCE POLICY
I. Policy

It is the policy of WorkAbilities to ensure that people served by this program have the right to respectful and responsive services.  We are committed to providing a simple complaint process for the people served in our program and their authorized and legal representatives to bring grievances forward and have them resolved in a timely manner.

II. Procedures

A. Service Initiation

The client, their Legal Pepresentative and Case Manager will be provided a copy of this policy prior to, or at, an Intake Meeting. At the Intake Meeting, or within 5 working days of service initiation, the client and their legal representative will receive orientation on this policy and be provided the opportunity to ask questions or seek clarification. The client and the  legal representative will confirm orientation of this training by signing and dating the respective Orientation document. 
B. How to File a Grievance
1. We encourage the client, their legal representative, their casemanager or their caregiver to discuss any concerns or issues with the client’s assigned Planning Manager, or other employee they may be comfortably with, so resolution can be explored immediately or they can assist with the complaint process. Contact information is provided at Intake for the client’s assigned Planning Manager as well as the Quality Management Director and the Executive Director.  Contact information for these individuals can also be found on our website www.WorkAbilities.org or by calling our business number at inquiring: 763.541.1844 
2. If there is no resolution to the informal complaint addressed to the Planning Manager, or if the client or their team prefer to file a formal grievance, they should then talk with the Quality Management Director, the Executive Director, or the President of the Board of Directors and inform them that they are filing a formal written grievance 
The contact people within WorkAbilities that will work with the client and their team to resolve any grievances are as follows:

Quality Management Direct: Shanna Black  Phone: 763.541.1844 x105  
Email: sblack@workabilities.org 


Executive Director: Luana Ball

    Phone: 763.541.1844 x106   
Email: lball@workabilities.org
Board President:  The name and contact information can be obtained by calling the Administrative Assistant 763.541.1844 ext: 0 
Outside agencies that may be a resource and of assistance to the client and/or their team include:

Department of Human Services   Information Desk 651-431-2000 

           Disability Services Division 651.431.2400 Resource Center Line  651.431.2450 DHS.Dsdtahelp@state.mn.us
Office of Ombudsman for Long-Term Care P.O. Box 64971, St. Paul, MN 55164-0971
(651) 431-2555, toll-free at (800) 657-3591, TDD/TTY call 711

ARC Greater Twin Cities: 2446 University Ave. W., Suite 110 St. Paul, MN 55114-1740

952-920-0855  Fax: 952-920-1480   www.arcgreatertwincities.org    info@arcgreatertwincities.org

Disability Law Center  430 1st Avenue N, Suite 300 Minneapolis MN 55401-1780

 (612) 746-3711   http://mylegalaid.org
C. Response by WorkAbilities

1. The recipient of the formal written grievance will respond immediately to grievances that affect the health and safety of the clients. 

2. For all other grievances the recipient of the grievance will respond within 14 calendar days of receipt of the complaint. 

3. All grievances will be resolved within 30 calendar days of the receipt.

4. If the grievance is not resolved within 30 calendar days, WorkAbilities will document the reason for the delay and a plan for resolution.
5. Once a grievance has been received, WorkAbilities will complete a Grievance Review which will include an evaluation of the following:

a) Were related policy and procedures followed;

b) Were related policy and procedures adequate;

c) Is there need for additional staff training;

d) Is the complaint similar to past complaints with the client, staff, or services involved;

e) Is there need for corrective action by WorkAbilities to protect the health and safety of clients receiving services.

6. Based upon the results of the Grievance Review WorkAbilities will develop, document and implement a corrective action plan intended to correct current lapses and prevent future lapses in performance by employees or the license holder, if any. 

7. The program will provide a written summary of the complaint and a notice of the complaint resolution to the client, their Legal Representative and Case Manager that:

a) Identifies the nature of the complaint and the date it was received;

b) Includes the results of the complaint review;
c) Identifies the complaint resolution, including any corrective action. 

8. The complaint summary and resolution notice will be maintained in the client’s permanent record.
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