
GRIEVANCE PROCEDURE 

Service recipients who are dissatisfied with the services they  receive  from  a  provider 
agency or who have an adverse action taken, have a right to file a grievance within fifteen 
(15) calendar days of written notification of the adverse action. Applicants who are denied 
eligibility for any Bureau funded service also have a right to file a grievance within fifteen 
(15) calendar days of written notification of the denial. You can obtain a  grievance form 
from agency staff.

Level One: Title III Provider Agency 

The provider agency has seven (7) business days from the date they receive a Grievance Form 
to hold a meeting, in person or by telephone, with the applicant or service recipient filing  the 
grievance. The meeting  will  be  conducted  by  the  agency  director  (or  designee)  with  the 
applicant   or   service   recipient   (and/or   legal   representative).   The   provider  agency  has seven 
(7) business days from the date of the meeting to respond  in  writing  to  the  grievant  (with  a 
carbon  copy  (cc)  to  the  board  of  directors  and  the  AAA).  If  the  applicant  or  service  recipient 
is   dissatisfied   with   the    Level    One    decision,    he/she    may    request    that   the grievance 
be  submitted to the provider agency board of directors for a Level Two review and decision.

Level Two: Provider Agency Board of Directors 

If the applicant or service recipient  is  dissatisfied  with  the  Level  One  decision,  he/she  may  
request the grievance proceed to Level Two. The applicant or service recipient shall file a  
Grievance Form requesting a Level Two decision with the  provider  agency’s  board  of 
directors within seven (7) business days of the Level  One  decision.  The  provider  agency  
board  of directors,  within  seven (7)   business   days   of   the   receipt   of   the   Grievance   
Form requesting a Level Two decision, must hold a meeting, in  person  or  by  telephone,  
with  the applicant or service recipient (and/or legal representative), and the agency director (or 
designee). The provider agency board of directors has seven (7)  business  days  from  the  date  
of  the meeting  to  respond  in  writing  to  the  grievant  (with  a  carbon  copy  (cc)  to   the 
Executive Director and the AAA). If the applicant or service recipient is dissatisfied  with  the  
Level  Two decision,  he/she  may  request  that  the  grievance  be  submitted  to  the   Bureau   
for   a Level Three review and decision. The provider agency board  of  directors  must  submit  
the Grievance Form  as  well  as  any  additional  documentation  regarding   the   grievance,   to   
the   Bureau  for the  Level  Three review. 

Level Three: State Review Team 

If the applicant or service recipient  is  dissatisfied  with  the  Level  Two  decision,  he/she  may  
request the grievance proceed to Level Three. The applicant or service recipient shall file 
the Grievance  Form  requesting  a  Level  Three  decision  with  the  Bureau  within   seven (7) 
business  days  of  the  Level  Two  decision.  Level  Three  will  consist  of  a   review   
team  comprised of the AAA Director (from the grievant’s region), the Bureau Program Manager 
and the Commissioner (or designee) from the Bureau. The review team, within seven (7) business 
days of the receipt of the Grievance Form requesting a Level Three, must hold a meeting, in 
person or by   telephone,   with   the   applicant   or   service   recipient   (and/or   legal  
representative)   to review the Level One and Two decisions.  The  review  team  has  seven (7)  
business  days from the date of the meeting to respond in writing to the grievant (cc the 
Executive Director, the board of directors and the AAA). The decision by the Bureau is final and not 
appealable. 
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