
PEER I/ARTS GRIEVANCE POLICY 
The following policy and procedures are aimed at achieving satisfactory resolutions to 
grievances or complaints received from individuals accessing, receiving or being evaluated for 
ARTS services and their family members. For the purpose of this policy a grievance shall mean 
any expression of dissatisfaction about any matter related to provided services, and shall be 
accepted verbally or in writing. If received verbally there will be a written documentation of the 
complaint. ARTS will provide a fair and accessible grievance resolution process, which shall 
provide the individual with a resolution no later than fifteen (15) business days from submission 
of the grievance. 
 
1. When an individual or his family member (complainant) expresses dissatisfaction about any 
matter related to provided services to a staff member, the complaint will be documented and 
they will be referred to the House Manager (first), then the Assistant Director for resolution, 
whose name shall be posted in a conspicuous location. The complainant will be asked to discuss 
the complaint either in a face-to-face meeting or via telephone with the House Manager 
Manager. It is important to attempt to resolve grievances/complaints at the local house where 
they occur because they can frequently be resolved prior to moving to a higher level. 
 
2. If the complainant is not satisfied following contact with the House Manager, then he should 
follow up with the Assistant Director, and then finally they will be referred to the ARTS 
Grievance Representative who will further assist individuals in resolving the complaint, and who 
shall have no involvement in the clinical or regular care of the individual. The recommended 
solution may be to have the person making the grievance contact a higher-level authority 
within ARTS to review the problem and attempt to resolve it. 
 
3. ARTS will maintain a record of submitted grievances; separate from the individual records 
that includes the date, type of grievance, and the outcome of investigation. Data shall be 
reported annually to the Office of Behavioral Health and Behavioral Health Organizations. 
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