
 
 

P&A Client Grievance Procedure 
Appeal/Grievance Rights 
A prospective or eligible client who is dissatisfied with the decision to deny services by 
P&A (complainant) shall have the right to appeal that action. Likewise, any client of 
P&A who feels that the advocacy services s/he has received are inadequate, 
unprofessional, or not in keeping with P&A standards shall have the right to file a 
grievance against the advocate. The basis for that grievance may include, but is not 
limited to, allegations of violations of professional practice standards. In addition, a 
prospective or eligible client who feels that P&A is not operating in compliance with the 
law may file a grievance. 

Notice 
All prospective or eligible clients requesting services from P&A shall be informed orally 
of the right to file a grievance. Documentation shall be provided on the intake form 
that such notice was provided. A copy of the grievance procedure shall be provided to 
all prospective or eligible clients when a case is opened. Likewise, a copy of the 
grievance procedure and client evaluation form shall be provided to the client (as 
indicated in the "close" letter) when the case is closed. 

A copy of the grievance procedure shall be provided to prospective or eligible clients 
who indicate dissatisfaction with services provided or with a decision to deny services. 

A copy of the grievance procedure shall be provided to prospective or eligible clients 
who feel P&A is not operating in compliance with the law. 

A copy of the grievance procedure shall be provided to persons who indicate 
dissatisfaction with the information and referral services provided, even after an 
explanation for the basis of the action. 

All persons who request information in addition to the oral notice shall receive a copy 
of the grievance procedure. 

Administrative Review of Appeal/Grievance 
All complaints shall be filed in written form. If the complainant cannot or is not able to 
write, P&A will, on an individual basis, accommodate the complainant in expressing 
her/his complaint in written form. 

The appeal/grievance shall be addressed to the appropriate supervisor. If the 
supervisor is the target of the grievance, it shall be addressed to the Director, in which 
case it shall be deemed an Executive Review, pursuant to the following section. The 
initial appeal/grievance will result in an Administrative Review by the supervisor 
(except as noted above). 
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The Administrative Review shall be completed within thirty (30) working days of 
receipt of the request. The findings of the Review shall be written unless the 
complainant does not read. In such case, the Review shall be communicated in the 
complainant's alternate communication format, i.e., audiotape, Braille, etc. 

A report of the findings of the review by the supervisor shall be sent to the 
complainant within ten (10) working days from the completion date of the review. 

Executive Review of Appeal/Grievance 
Should the complainant be dissatisfied with any determination made within an 
Administrative Review, the complainant may request an Executive Review by the 
Director. This appeal/grievance shall be in written form unless the complainant 
cannot or is not able to write. In the event there is a real or apparent conflict of 
interest that might prevent the Director from rendering an objective decision, the 
review contemplated herein shall be conducted by the General Counsel of the 
Department of Public Advocacy. The decision as to the existence of a real or apparent 
conflict requiring disqualification shall be made by the Director. 

The Executive Review shall be held within thirty (30) days after the receipt of the initial 
request for the review. The decision of the Executive Review shall set forth the issues, 
relevant facts, pertinent provisions on which the decision is based, and reasoning that 
led to the decision. The complainant shall be sent the decision within ten (10) days 
from the completion of the Review. Reasonable time extensions may be made for good 
cause shown by either party or at the request of either party with the approval of both 
parties. 

Actions which the supervisor or Director may take include, but are not limited to  

1. determining that the complaint is invalid;  

2. meeting informally with the advocate to correct substantiated allegations;  

3. reassigning the case to another advocate;  

4. reflecting the substantiated grievance on personnel evaluations;  

5. changing P&A policy; and/or  

6. incorporating substantiated allegations into appropriate proceedings for 
termination of employment. 

The Executive Review is the final determination of the agency; however, utilization of 
the appeal/grievance procedure does not preclude initiation of other grievance 
procedures that may be authorized by state or federal laws. 

 

 

 

 

 

 

Last Revised—October 2006 

P&A is a federally mandated program that receives funding from the U.S. Department of Health and Human Services, the U.S. 
Department of Education and the Social Security Administration. 


	P&A Client Grievance Procedure
	Appeal/Grievance Rights
	Notice
	Administrative Review of Appeal/Grievance
	Executive Review of Appeal/Grievance



<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /None
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Error
  /CompatibilityLevel 1.5
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /UseDeviceIndependentColor
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile (North America General Purpose Defaults)
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308030d730ea30d730ec30b9537052377528306e00200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>
    /FRA <>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
    /ENU <>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice


