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JOINT COMMISSION COMPREHENSIVE ACCREDITATION
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Rights and responsibilities of the Individual
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DCFS GLOSSARY OF TERMS: (REV. 07-24-17)

ATTACHMENTS: Attachment A: DCFS CMH Grievance Information

Attachment B: DCFS CMH Grievance Form
Attachment C: DCFS CMH Grievance Resolution Report

A. POLICY

It is the policy of the Division of Child (DCFS) and Family Services that children, youth
and families have the right to file a grievance anytime and for any reason the child/youth feels
that their health, safety, welfare, and other rights are being jeopardized or violated.

B. PURPOSE

The purpose of this policy is to provide clear and consistent guidance to staff regarding the
implementation of proper protocol in the filing of a grievance. The grievance review and
resolution process results will be used to improve the quality of service delivery. The purpose of
this policy is to ensure the safety, welfare, civil and other rights of the children, youth and
families served by DCFS are met at all times. This policy allows children, youth, families,
contract providers, and other community agencies, as well as staff, to voice their concerns
regarding child/youth care and treatment.

PROCEDURES AND PRACTICE GUIDELINES

DCFS Children’s Mental Health (CMH) staff shall inform children, youth and their families
about their right to file a grievance, under what circumstances a grievance may be filed, and the
resolution process during intake. This information will be provided both verbally and by
providing children/youth (if developmentally appropriate) and families DCFS CMH Grievance
Information form (Attachment A). Included in Attachment A are details regarding children,
youth, families, contract providers, community agencies and staff’s right to file a grievance with
the Grievance Coordinator, DCFS Systems Advocate, the Legislative Counsel Bureau, The Joint
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Commission, Nevada Disability Advocacy and Law Center, the Division of Health, DCFS
Bureau of Services for Child Care, and foster care licensing agencies. Grievance Coordinators
shall receive, review, and when possible, resolve grievances within 30 calendar days after
receiving the initial grievance. If more than 30 days is needed due to extenuating circumstances,
the Grievance Coordinator may request up to a 14-day extension from the Deputy Administrator.
Programs shall allow children, youth, families, contract providers and other community agencies
to freely voice grievances and recommend changes without being subject to coercion,
discrimination, reprisal or unreasonable interruption of care, treatment, and services.

A. All children, youth and families will be provided information about the process for filing
grievances upon initial intake or upon request. CMH Staff shall provide this information
verbally and by also providing the DCFS CMH Grievance Information form (Attachment
A) during intake and admission.

B. Children, youth, families, foster parents, contract providers, and other community
agencies, as well as staff may utilize the DCFS CMH Grievance Form (Attachment B)
located at the site/treatment home/facility where they receive services. After the child,
youth, family, staff member or contractor fills out the form, that individual may place it
into the locked box located on each unit or in the lobby at each site. This form can also be
found on the DCFS website and sent electronically to the Grievance Coordinator.

C. The individual may complete Attachment B to the best of their ability and knowledge.
CMH Staff will answer any questions and assist the individual in completing the
Grievance Form. If additional assistance is needed or the grievance is regarding the staff
member who would assist with completing the form, the individual(s) filing the grievance
can contact the Grievance Coordinator or the Clinical Program Manager I/Clinical
Program Manager Il in charge of the program.

D. The Grievance Coordinator will check the collection box and collect grievance forms on a
daily basis.

E. If agrievance is related to suspected abuse or neglect of a child/youth, CMH staff shall
comply with the DCFS Child Abuse Reporting Policy. Staff will consult with or refer
children, youth and families to the Division HIPAA privacy officer if the grievance
involves protected health information.

F. The Grievance Coordinator will conduct a fact-finding interview with the individual filing
the grievance. The Grievance Coordinator may also contact and/or interview all parties
involved in the grievance.

G. The Grievance Resolution Report (Attachment C) will be completed by the Grievance
Coordinator who receives the initial grievance.

H. Recommendations and possible resolutions will be discussed with the child, youth or
family within 14 days of filing the initial grievance.

I. The Grievance Coordinator will forward Attachment C and the recommendations for
resolution to the CPM I1 for additional comments. The CPM 11 will review, provide
comments and assign the recommendations to pertinent supervisors.
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J. Each CPMI will report back to the CPM Il and Grievance Coordinator regarding the
completion of the assignments as they are completed.

K. The Grievance Coordinator will re-contact the child/youth and family to discuss their
satisfaction with the resolution process.

L. The outcome of the resolved grievance will be documented on the Grievance Resolution
Report by the Grievance Coordinator. The grievance and resolution will be submitted to
the CPM Il and then to the DCFS Deputy Administrator for additional comments.

M. Following the Deputy Administrator, the Grievance Resolution form will be forwarded to
Planning and Evaluation Unit (PEU) and the DCFS Systems Advocate.

N. All grievances will be collected and maintained by the PEU. The Grievance Coordinator
shall provide the PEU with copies of all grievance forms and grievance resolutions
reports. The PEU will aggregate all grievance data in an annual report.

O. Itisthe duty of the CPM Il of a residential program to send grievance information to the
Legislative Counsel Bureau monthly.

P. Information will be posted at each CMH site in an accessible location with the details and
contact information on how to file a grievance.

IV.DEFINITIONS (Please see DCFS Glossary of Terms dated 07-24-2017 for additional
definitions)

Grievance: A report by a child, youth, family, contract provider, community agency, or staff
about a specific and serious feeling of wrong doing that relates to harassment, discrimination
or abuse by a person(s).

Grievance Coordinator: A DCFS employee who has been assigned the task of reviewing and
assisting in the resolution of a grievance.
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