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POLICY

It is the policy of Region 3 Behavioral Health Services to provide an individual or entity a formal avenue to file a grievance against a contract agency of Region 3 Behavioral Health Services, an employee(s) or volunteer of a contract agency of Region 3 Behavioral Health Services, Region 3 Behavioral Health Services, or an employee or volunteer of Region 3 Behavioral Health Services.  
PROCEDURE

If an informal complaint has not produced a satisfactory outcome, a formal grievance can be made.  A formal grievance is generally defined as a claim by an individual or entity that is in written format on the Grievance Process Form to ensure that the issues raised are clear and that all those who will be involved in the resolution of the grievance, including the subject of the grievance, have a shared understanding of the grievance as well as adherence to the time line.  

The Grievance Process shall be written in a manner that is understandable to employees, volunteers, guests, consumers, and persons served. The Grievance Process shall function as a method to review and resolve formal grievances which arise from circumstances which an individual or entity believe demonstrates discriminatory conduct, harassment, coercion, reprisal, or action by a contract agency, individual(s), or organization which the individual(s) or entity believes is discriminatory, unfair, or illegal (see HR Policy II-3).  Filing a formal grievance shall not result in retaliation or barriers to services.  The Grievance Process is not to be used for disciplinary action, termination (HR Policy III-13), performance evaluation (HR Policy VI-1), or a salary dispute.  

Discrimination for purposes of this policy shall be defined as treatment different from others, adverse treatment, harassment or abuse, whether by a contract agency, individual(s), or organization which is motivated in whole or in part by race, color, religion, sex/gender, gender expression, national origin, age, disability, marital status, sexual orientation, citizenship, military status, language, veteran's status, mental disorder, political affiliation, pregnancy, genetic information, or any other protected characteristic established by law.  If an individual(s) or entity believes he/she has been subjected to conduct, corrective action, or management decisions that they feel are discriminatory, unfair, or illegal, the Grievance Process Form is available to him/her.
It is the intent of Region 3 Behavioral Health Services to arrive at a solution to any stated formal grievance. Grievances among peers are encouraged to be resolved at that level if possible.  Region 3 maintains a direct communication process (see HR Policy I-2) and believes differences should be dealt with openly and directly between the effected parties and if necessary a coaching party shall be utilized to settle differences and thereby eliminate the need for a written grievance (HR I-2).  

If the situation remains unresolved, the Grievance Process shall be implemented using the Grievance Process Form. The individual or entity filing a grievance shall complete a Grievance Process Form and submit it to the Regional Administrator (RA).  Each grievance shall be taken seriously and investigated thoroughly. The Grievance Process Form is to allow a grievance to be stated against a contract agency of Region 3 Behavioral Health Services, an employee(s) or volunteer of a contract agency of Region 3 Behavioral Health Services, Region 3 Behavioral Health Services, or an employee or volunteer of Region 3 Behavioral Health Services.      

1. Upon receipt of the Grievance Process Form, the RA shall notify the grievant(s) in writing, within two working days of receipt of the written grievance, that such grievance has been received.  

The grievant(s) will be encouraged to meet with the RA and the individual(s) whom the grievance has been filed and his/her supervisor, as applicable, to discuss the grievance and work towards resolution before the process proceeds.  If the grievant(s) does not wish to have such a meeting, the grievance process will continue as outlined below.  
2. The RA shall review, investigate, and consider the facts of the grievance which may include interviews with the people involved.  The grievant(s) will receive a written response from the RA regarding the problem within fifteen working days following the date the Grievance Process Form was submitted.  The RA shall utilize the Grievance Process Reporting Chain to ensure timely decisions are made by responsible parties.
3. If the grievant(s) is not satisfied with the decision and wishes to pursue the matter further, he/she may prepare a written summary of the concerns and request to the RA within five working days of the RA decision that the Executive Committee of the Regional Governing Board (RGB) review the matter.  The Executive Committee may determine if it will hear the grievance.  If the Executive Committee reviews the grievance, the Executive Committee, after a full review of the facts, will inform the grievant(s) in writing of its decision, within fifteen working days of receiving the grievance.  The decision of the Executive Committee will be final.  If the Executive Committee does not hear the grievance, the RA's decision shall be final.
The Grievance Policy shall accompany the Grievance Process Form and explains the Grievance Process.  The Grievance Policy and Grievance Process Form may be obtained from Region 3 Behavioral Health Services, 4009 6th Avenue, Suite 65, Kearney, NE  68848-2555 and are located in the Region 3 reception area in both English and Spanish, on the Region 3 website, and the R Drive under the Region 3 Policies folder.
The Operations Manager shall complete a written analysis of all formal grievances on an annual basis to facilitate changes that result in better customer service and results for consumers. The written analysis shall be used to determine trends, areas needing performance improvement, actions to be taken to address the improvements needed, and actions taken or changes made to improve performance.  The written analysis shall be reviewed annually by Leadership Team.  All information shall be on a “need to know” basis. Any identifying, confidential information shall not be disclosed in this public forum.

The Regional Administrator shall maintain filed grievances.

The Grievance Process may be used when filing a formal grievance with another provider.

This policy does not foreclose an individual's right to pursue the matter before any court of competent jurisdiction.

The Office of the Public Counsel (also known as the State Ombudsman's Office) is an independent complaint-handling office for the use of citizens who have complaints about the actions of administrative agencies of state government, that is, the bureaucracy of state government. 
Most of the cases addressed by the Ombudsman's Office are matters that are brought directly to the office by citizens making complaints. The investigatory powers of the Ombudsman's Office are broad, including freedom of access to agency records and facilities, and the ability to address questions to agency officials at the highest levels. Those investigative powers are complemented by the many years of experience that the Ombudsman's Office has had in working with state agencies.
There is no "red tape" involved in bringing a complaint to the Ombudsman's Office. A simple telephone call to the office will usually suffice. Citizens can also bring their complaints to the Ombudsman's Office by letter or e-mail, or they can visit the office at its location on the 8th floor of the Nebraska State Capitol Building. When submitting a complaint to the Ombudsman's Office, it is helpful to include a brief, but thorough, description of the key events, including dates and times involved, and copies of any essential documents relating to the subject matter of the complaint. To simplify the process, it might be desirable for the complaining party to complete one of the forms on the website at www.nebraskalegislature.gov/divisions/ombud-filing.php to detail the complaint, and then submit it to the Ombudsman's Office via postal mail or e-mail. 
The Ombudsman's Office may be contacted in any one of several ways:

1. By letter addressed to:

The Nebraska Ombudsman's Office

PO Box 94604

Lincoln, NE  68509-4604

2. By email to ombud@leg.ne.gov
3. By telephone call to Lincoln: 402-471-2035

4. By telephone call Toll Free: 1-800-742-7690
5. By telecommunications device for the deaf: 402-471-5087
6. By personal visit to the Ombudsman's Office, located on the 8th Floor, Room 807, of the State Capital Building
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