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Grievance Procedure
Effective February 23, 2011
__________________________________________________________________________________________
To provide Nebraska Families Collaborative (NFC) employees, NFC Provider Network, families, youth and stakeholders with a clear definition of what constitutes a grievance, a complaint or a compliment and the process of tracking and reporting grievances.
A complaint is an expression of verbal or written dissatisfaction reported to the NFC.  A grievance is a written report submitted to the NFC. Every person involved with the NFC has the right to file a complaint or grievance related to any aspect of dissatisfaction.  
Anyone can file a complaint or grievance.  Youth and family members, NFC personnel, NFC network providers or any stakeholders. A stakeholder is any person, agency, group or organization that has an interest in Nebraska youth and their families.
Youth and their families are informed of the grievance procedure at the time they are assigned to the NFC.  This information is written and provided to each family and contained in the Introduction Packet for Families.   NFC employees, NFC Provider Network and stakeholders are informed of the procedure as it is included in the NFC Provider Handbook and made available on both internal and external NFC websites as well as the Provider SharePoint.

The NFC will respond to complaints and grievances within one business day and resolve the complaint within 30 days after the date of the received complaint if feasible.  The person/agency will be notified of the final resolution the same way in which the grievance was filed.  If the complainant is not satisfied with the outcome they may request reconsideration or file an appeal with the NFC Executive Director.  
A complaint/grievance can be filed by taking one of the following steps:

1. Phone 402-493-1375
2. Email  nfc.grievances@nebraskafc.org
3. Mail   14100 Crawford Street • Boys Town, NE  68010
4. NFC  website www.nebraskafc.org
5. NFC Employee SharePoint  http://nfc.boystown.org/default.aspx
6. NFC Provider SharePoint https://forthefamilies.boystown.org/_layouts/login.aspx?ReturnUrl=%2fsites%2fNFCProviders
A complaint/grievance includes, but is not limited to:

1. Youth and Family Rights

2. Quality Care and Outcomes

3. Manner of Service

4. Accessibility

5. Billing and Funding 

6. Professionalism
7. Employee or personnel dissatisfaction
8. Other
This listing is not exhaustive and is meant to be used as a minimum guide, and not an absolute list. 

It is the expectation of NFC that confidentiality will be maintained throughout the inquiry; refer to NFC Policy #4150 – Confidentiality and Privacy.
PROCEDURES

NFC Employees:

A Grievance must be submitted by the staff on the NFC Grievance Form.  The form is due to the NFC supervisor within one (1) business day of the incident with copies to the Director of Operations and the Executive Director.  A copy of the Grievance Form is due to the Director of QA and Compliance within two (2) business days.  For complaints or grievances regarding an NFC employee the information will be maintained in the employee personnel file. 
NFC QA Department:

The NFC QA Department reserves the right to determine the most appropriate course of action to follow based on the information received and the severity of the complaint. The QA and Compliance Department will determine the level of the incident and complete a quarterly summary report.  The NFC Leadership will review the pattern of Grievances/Complaints/Compliments quarterly.  All incidents that are determined to be a Level 3 will be reviewed by the NFC board quarterly.

Leveling Definitions:
	Level 1
	Level 2
	Level 3
	Level 0

	Minor policy or practice violation(s). 

1. No injury (psychological, physical) to youth or staff occurred 

or

2. No legal or ethical transgressions occurred.


	Moderate policy or practice violation(s) or a substantial number of minor violations or repeat of previous violations.

1. Minor injury (psychological, physical) to child 

or

2. Minor legal or minor ethical transgressions occurred.


	Major policy or practice violation(s).

1. Sentinel event

or

2. Practices that are so pervasive that if continued, prudent judgment would conclude that child or staff injury would occur.
	No violation noted during investigation 
or 
report determined to be false 
or 

situation posed no danger or concern




All Level 3 Grievances will be reviewed by the NFC board quarterly.  This leveling system for grievances is similar to that of Grievances.  Complaints and Compliments are tracked by the Quality Assurance Department and data can be tracked and reported by multiple variables.  
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