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Client Grievance Policy and Procedures

_________________________________________________     ___________     ________________     ____________

Client Name
                             

         
        DOB
   ID # (if applicable)           Date

Caring Heart Counseling, LLC believes in providing the highest quality services to its clients and consumers.  Caring Heart Counseling strongly supports the right of a client, services provider or the legal guardian of a client to file a grievance with regard to services, personnel, policies or procedures.  Your concern is the upmost Importance to us and we strive to resolve the issue in a timely manner.  In order to maintain our relationship with you we request you follow the steps below.  At any point in this process, you have the right to file a grievance with the Colorado Department of Regulatory Agencies.  There will be no retaliation against any person filing a grievance. 

The following procedure should be followed to express a grievance: 

1. The grievance should first be addressed with the Caring Heart Clinician that you have been working with directly. 

2. If the grievance is not resolved to your satisfaction, you must put your grievance in writing and send it to the Clinical Director at Caring Heart Counseling. The Clinical Director will maintain a log of grievances and will record the date the complaint was received and all subsequent communications to track Caring Heart’s compliance with this policy. 

3. The Clinical Director will respond no later than 2 days after the grievance has been filed and will start an investigation. This may include scheduling a meeting as soon as possible to discuss the matter for the purpose of resolving the grievance. If there is no resolution of the grievance with the Clinical Director, you may appeal your grievance to the Board of Directors. 

4. Within 2 business days, after your meeting with the Clinical Director, your written statement regarding your grievance is to be submitted to the Board of Directors.  The Board will respond to you in writing about their recommendations within 10 business days of receiving the grievance. 

5. If extenuating circumstances exist which require additional time for resolution, an interim report shall still be provided to you at the 10 day point, with a final report at the conclusion of the investigation. The interim report shall include the reason for the delay and an estimated date, not to exceed 30 days, for completion for the investigation and response. 

6. The decision of the Board of Directors will be considered final. If the grievance is not resolved to your satisfaction within the agency or with the Board of Directors, you have the right to contact The Colorado Department of Regulatory Agencies and follow it’s procedure for grievance pursuant to Colorado Law. The appropriate licensing body will be given copies of any and all reports and correspondence on the case.    
7. The Colorado Department of Regulatory Agencies has the general responsibility of regulating the practice of licensed psychologists, licensed social workers, licensed professional counselors, licensed marriage and family therapists, licensed school psychologists practicing outside the school setting, and unlicensed individuals who practice psychotherapy. The agency within the Department that has responsibility specifically for licensed and unlicensed psychotherapists is:

Department of Regulatory Agencies

Mental Health Section

1560 Broadway, Suite 1350

Denver, CO 80202

(303) 894-7766
I have read this policy and agree to complete the steps listed above if I have any concerns, complaints or grievances against Caring Heart Counseling.  I understand I have the right to file a grievance with the Department of Regulatory Agencies at any time during this process.
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