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Grievance Policy and Procedures 

The following procedure will apply in all cases not related to School Readiness or Voluntary Pre-Kindergarten alleged parental fraud.  In those cases the ELC of North Florida’s Fraud Prevention Plan’s procedures will apply.

The Coalition will handle grievances or complaints from participants (including providers and parents), contractors, employees, members, and other interested persons arising from actions taken by the early learning program as follows:

· Parental Complaint Records.  The ELC and its contractor will maintain substantiated parental complaint records on the OEL approved form and will retain these forms for five (5) years.

· Reporting of Abuse/Neglect.   The ELC’s and its contractor’s employees are mandated reporters of abuse and neglect under Florida statute and as such will report all suspected abuse and neglect complaints to the Florida Abuse Hotline and the licensing authority within one hour.  Written record will be kept of all such reports made for a minimum of five (5) years.

· Public Information Requests.   The ELC and ECS has established a process by which ECS makes available to the public information regarding parental complaints on request to comply with federal regulation 45 CFR 98.32 and CCDF Plan Element 2.6.5.  A detailed description of this process and how such records are maintained and made available in Attachment 5.B.2.

· Use of (Contractor) Existing Employee Grievance/Complaint Procedures.  Any grievance by an employee of a contractor of the Coalition, arising out of actions taken with regard to Coalition-administered programs, shall be resolved using the employee grievance procedures established by the employing contractor.

· Coalition Employee Complaint Procedure.  Any complaint by a Coalition employee shall be resolved utilizing the Complaint Resolution Process contained in the Coalition’s Personnel Policy #HR105. 

· Coalition Board/Committee/Member Complaint Procedure. Any complaint by a Board member or Committee member must be made in writing and submitted to the Coalition’s C.E.O. The complaint shall be placed on the next regularly scheduled Board meeting agenda for discussion.

· Non-employment Related Complaints or Grievance Procedures.  Any complaint or grievance, other than employment related grievances, by a participant, contractor, or employee of any entity or person implementing Coalition programs shall follow the complaint or grievance procedure of the agency, entity, or person offering or administering the services out of which the complaint or grievance arose in accordance with the procedures set out below. 
1) Initial Complaint


All non-employment related complaints or grievances by any participant, contractor, and/or employee must first be presented in writing to the agency or entity delivering that program in accordance with complaint or other grievance procedures established by that agency or entity. The complaint or grievance must be made in writing and addressed to the agency or entity with a copy to the Coalition.
2) Initial Agency/Entity Response


The agency or entity shall respond to any complaint or grievance in accordance with their procedures, but within a time frame not to exceed 10 business days of receipt of the complaint or grievance.  The Coalition’s subcontracted agencies will maintain a record of any grievances and file a monthly report of the grievances to the Coalition.

3)
Appeal of Initial Agency/Entity Response


The aggrieved party must exhaust all appeal channels available within the established agency/entity grievance procedures.  It is not anticipated that the Coalition will face many problems that cannot be settled by the individual agencies. Therefore, the Coalition will act only in the event that those problems/grievances cannot be resolved.  In such cases, the grievance procedures listed under item 4 will apply. 

4) Complaint to the Coalition Board


While it is the intent of the Coalition to make all decisions and actions based on the best interest of the community and its children, and to resolve problems through discussion and mediation, there may be instances where an individual/entity (including parents, providers, board members, or the general public) believes that a decision or action has resulted in a complaint or grievance. In such instances, the Coalition and the individual/entity, who desires to file a grievance or complaint, will follow the following procedures:


The aggrieved party must submit written notice of the grievance or complaint within 10 business days of the Coalition action or decision.  This written notice shall include the following:

· The specific Coalition/agency/entity action or decision.

· The date that the action or decision occurred.

· A detailed explanation of how the individual/entity was adversely affected by the action or decision, citing specific legislation, policy, procedure, statute, etc. that was violated.

· The name, address, and telephone number of an individual who can act on behalf of the individual/entity.

· Copies of all correspondence to any agencies and resolution thereof.

Upon receipt of the complaint or grievance the Board of Directors will review all information within 30 calendar days of receipt of the complaint or grievance, or by the next regularly scheduled board meeting. The Board of Directors is charged with the responsibility of reviewing all pertinent information and, based on the information, making a decision. 

The Coalition Board will discuss and review the complaint or grievance and vote on the Board members’ recommendations for a decision. The Coalition shall notify the individual/entity of its decision within 10 business days, in writing. The decision of the Coalition Board is final. 

Once a Final Resolution is made by the Coalition Board, no item listed within the documents of said complaint or grievance may be discussed again with any Board member or Coalition staff.  No further conversations, requests to correspond, public comment requests, etc. will be entertained by the Board or its staff regarding any matter already filed within the complaint or grievance.  

In addition, should a contractor/child care provider be found to be in non-compliance of this grievance policy’s procedures, found to have attempted to circumvent these procedures, or found to have intentionally provided false information during these procedures, the Coalition reserves the right to suspend or terminate their contract/agreement. 
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