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I. POLICY

A. Clients have the right to file a complaint anytime and for any reason the client feels that his/her health, safety, welfare, and other rights are being jeopardized or violated.
B. The Division of Child and Family Services (DCFS) Children’s Mental Health programs shall inform clients and their families about the complaint resolution process via an information sheet (see attached) provided at intake. Included in this information sheet are details regarding a client’s/family’s right to file a complaint with the Consumer Complaint Coordinator, the Legislative Counsel Bureau, Joint Commission, Nevada Disability Advocacy and Law Center, the Division of Health, Bureau of Health Care Quality and Compliance, DCFS, Bureau of Services for Child Care, and foster care licensing agencies.
C. Programs shall receive, review, and when possible, resolve consumer complaints within 30 business days after receiving the complaint.
D. Programs shall respond to individuals making a significant or recurring complaint. A significant complaint relates to an imminent threat or risk of harm to clients and/or staff.
E. Programs shall allow clients, parents/legal guardians, other consumers, contract providers and other community agencies to freely voice complaints and recommend changes without being subject to coercion, discrimination, reprisal or unreasonable interruption of care, treatment, and services.
F. All attempts shall be made to resolve consumer complaints at the lowest level possible.
II. PURPOSE

A. This policy is to ensure the safety, welfare, civil and other rights of the client are met at all times.
B. This policy allows clients, parents/legal guardians, foster parents, contract providers, and other community agencies, as well as staff, to voice their concerns regarding client care and treatment.
C. The Consumer Complaint Policy shall be used to ensure clear and consistent guidance to staff regarding the implementation of proper protocol in the filing of a complaint.
D. The consumer complaint review and resolution process results will be used improve the quality of service delivery.
III. DEFINITIONS FOR MENTAL HEALTH: 

As used in this document, the following definitions shall apply: 

A. Client:  Pursuant to NRS 433B.050 client means a child who seeks, on his own or another’s initiative, and can benefit from care and treatment provided by DCFS.
B. Consumers: Children and adolescents and their families, legal guardians, foster parents, contract providers, and other community agencies.
C. Consumer Complaint: The following list contains examples of potential consumer complaints and shall not be considered all inclusive:
1. Disagreement with treatment plan or interventions
2. Situation in which a staff member demonstrates a bias which could affect treatment outcome
3. Consumer feels that he or she is having difficulty obtaining needed services
4. Requests for a change of case manager, therapist, or psychiatrist
5. Complaints that treatment team is not properly serving case
6. Worker/agency taking too much time to complete a task
7. Concern regarding the manner in which services are being delivered
8. A complaint that relates to an imminent threat of risk of harm to clients and/or staff
D. Consumer Complaint Form: Complaint Form shall be used by consumers and staff when he/she wishes to file a complaint, anytime or for any reason they feel their health, welfare, safety and/or rights have been jeopardized or violated.
E. Consumer Complaint Report: Complaint Report shall be used by staff to document investigation and resolution of complaint.
F. Consumer Complaint Coordinator: Consumer Complaint Coordinator is a Clinical Program Manager, a supervising Psychologist, a Quality Assurance Specialist, or a designated staff member.
G. Accident and/or Incident Form: Form that shall be used by staff to document an accident and/or incident involving a client.
IV. PROCEDURES:

A. All clients and their parent/legal guardian will be provided with educational material regarding consumer complaints at intake.  Staff shall use the Consumer Complaint Form when a client wishes to file a complaint.                                               

B. Consumers may utilize the Consumer Complaint Form (see attached) located at the site/treatment home/unit they receive services.  Client shall be given all materials and information needed to submit a complaint. After the consumer fills out the form, he/she may place it into the locked wooden box located on each unit or in the lobby at each site.
C. The consumer shall fill out the full form to the best of their ability and knowledge. Staff will answer any questions and assist the client in any way that assists him/her in completing the Consumer Complaint Form. If additional assistance is needed or the complaint is regarding the staff member who would assist with completing the form, the client can contact the Consumer Complaint Coordinator or the supervisor/manager in charge of the program. The Consumer Complaint Coordinator will check the collection box and collect complaint forms on a regular basis.
D. If a complaint is related to abuse or neglect of a client a report is made to Child Protective Services within 24 hours and to the Clinical Program Manager II (CPM II) within 24 hours. 
E. If the consumer complaint raises suspicion of abuse or neglect of a client, the incident will be reported to Child Protective Services within 24 hours and to the CPM II within 24 hours. The review and resolution of a consumer complaint is a separate process from the abuse or neglect report and investigation.
F. The Consumer Complaint Report (see attached) will be completed by the Consumer Complaint Coordinator who receives the initial complaint.  
G. The Consumer Complaint Coordinator will conduct a fact-finding interview with the complainant. The Coordinator may also contact and/or interview all parties involved in the complaint.
H. Written complaint and recommendations for resolution will be forwarded to the CPM II for additional comments. The CPM II will review and assign the recommendations to pertinent supervisors. 
I. Recommendations will be reported to the complainant.
J. Each supervisor will report back to the CPM II and Consumer Complaint Coordinator regarding the completion of the assignments.
K. The Consumer Complaint Coordinator will re-contact the owner of the complaint to discuss satisfaction with the resolution process.
L. The outcome will be documented on the Consumer Complaint Form by the Consumer Complaint Coordinator.  The complaint and resolution will be submitted to the DCFS Deputy Administrator, DCFS Systems Advocate, and CPM II.
M. All complaints will be logged into the consumer complaint database. The Planning and Evaluation Unit (PEU) will receive copies of all consumer complaint forms and consumer complaint reports from Consumer Complaint Coordinators. The PEU will maintain the database and aggregate all consumer complaints in an annual report.
N. The CPM II will receive and review consumer complaint reports for quality assurance purposes.
O. Staff will consult with or refer the consumer to the Division HIPAA privacy officer if the consumer complaint involves protected health information. 
P. Residential facilities will send consumer complaint information to the Legislative Counsel Bureau on a monthly basis.
Q. The following contact information for the Consumer Complaint Coordinator, Legislative Counsel Bureau (residential facilities only), Joint Commission (Desert Willow Treatment Center only), Nevada Disability Advocacy & Law Center, Bureau of Health Care Quality and Compliance (Desert Willow Treatment Center only), Bureau of Services for Child Care (Adolescent Treatment Center only), and foster care licensing (Family Learning Homes and Oasis On-Campus Homes only) will be provided:
1. Each site’s Consumer Complaint Coordinator’s name and contact information.
2. Legislative Counsel Bureau: 401 South Carson Street, Carson City, NV 89701. Fax Number (775) 684-6600, Telephone Number (775) 684-6800
3. The Joint Commission: Telephone Number 1-800-994-6610                                    Email Address: complaint@jointcommission.org
4. Nevada Disability Advocacy & Law Center: Nevada’s protection and advocacy system for people with disabilities.  Central Office Telephone Numbers (702) 257-8150 and (888) 349-3843.  Northern Office Telephone Numbers (702) 333-7878 and (800) 992-5715.
5. Division of Health, Bureau of Health Care Quality and Compliance: Northern Nevada Office Telephone Number (775) 687-4475. Southern Nevada Office Telephone Number (702) 486-6515.
6. Division of Child and Family Services, Bureau of Services for Child Care: Telephone Number (775) 684-4463.
7. Clark County Department of Family Services, Foster Care Licensing: Telephone Number (702) 455-0181.
8. Washoe County Department of Social Services, Foster Care Licensing: Telephone Number (775) 337-4470.
9. Division of Child and Family Services, Foster Care Licensing: (775) 687-4943.

R. Each program area may have its own policies and procedures that meet the minimum requirements of this policy.
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