Grievance Procedure


As DeafRISE, a nonprofit agency dedicated to serving the Deaf, Hard of Hearing, and DeafBlind community in Northern California, we adhere to the client grievance procedures required by Section 56710(a) of Title 17 of the California Code of Regulations and Welfare and Institution Code, Section 4705. Below is a detailed description of our internal client grievance procedures:

1. Written Policy and Procedure:
We have a comprehensive written policy and procedure in place for handling client grievances. This document outlines the steps that clients or vendors can take to voice their concerns, dissatisfaction, or conflicts related to our services. The policy emphasizes our commitment to addressing grievances promptly and effectively.

2. Notification to Vendors and Clients:
Vendors and clients are informed about our grievance procedure during the intake process. We provide them with written materials that explain their rights to express grievances, along with contact information for filing complaints. Additionally, our grievance procedure shall be on printed handbook. 

3. Annual Review of Policy:
Our grievance policy undergoes an annual review to ensure its effectiveness and compliance with applicable laws and regulations. During the review process, we obtain feedback from clients, staff, and stakeholders to identify any areas of improvement or needed updates. The policy is then revised accordingly, and the updated version is distributed to all relevant parties for acknowledgment.

4. Process for Informing the Regional Center:
In compliance with Section 4705 of the Welfare and Institution Code, we promptly inform the regional center about any client grievances filed against our agency. The regional center is notified within five (5) business days of receiving the grievance. We provide the regional center with a copy of the written complaint and share details about our internal investigation and resolution process.

5. Timeframes for the Steps in Conflict Resolution Process:
a) Filing a Grievance: Clients or vendors may file a grievance in writing or verbally. We encourage clients to submit grievances as soon as possible after the incident or issue has occurred.

b) Acknowledgment: Upon receiving a grievance, we acknowledge its receipt within two (2) business days. If the grievance is filed verbally, we document the details and provide the client or vendor with a written acknowledgment.

c) Internal Investigation: We conduct a thorough investigation into the grievance, ensuring confidentiality and impartiality. The investigation is completed within ten (10) business days from the date of acknowledgment.

d) Resolution: After completing the investigation, we take appropriate actions to address the grievance and resolve the issue. If additional time is required for resolution, we notify the client or vendor of the delay and provide regular updates.

e) Response to Grievance: Within thirty (30) business days from the date of acknowledgment, we provide a written response to the client or vendor. The response outlines the findings of the investigation, the actions taken, and any further steps, if applicable.

At DeafRISE, we are committed to fostering open communication and resolving grievances in a fair and transparent manner, ensuring that the rights and well-being of our clients and vendors are upheld.

