Client Complaint Procedure
GENERAL POLICY:
Persons served by Partners for Adoption may from time to time have a complaint, grievance, or question concerning Partners for Adoption’s services, activities or staff. It is the general policy of Partners for Adoption to treat every grievance or complaint seriously and to attempt to resolve every grievance or complaint promptly. Persons served should feel free to make recourse to the following procedure for any grievance, complaint or concern that has not been resolved to the complainant’s satisfaction.

PROCEDURE:

1.
Any birth parent, adoptee, adoptive parent or prospective adoptive parent who has received services from or had contact with Partners for Adoption may make a complaint about Partners for Adoption using this procedure.


2.
Any complaint must: (a) be in writing, (b) state with specificity the date and nature of the complaint, including names of persons involved, and (c) be signed and dated by the complainant.


3.
The written complaint should be submitted to the Director of Social Services.


4.
The Director of social Services may, at his or her sole discretion, arrange an in-person or telephonic interview with the complainant, and take any other steps to investigate the complaint.


5.
The Director of Social Services will respond in writing within ten business days of receipt of the written complaint. However, when a complaint involves time-sensitive matters or allegations of fraud Partners for Adoption will provide expedited review of the complaint, and will respond in writing within two business days.

6.
The response to the complaint by the Director of Social Services will be in writing. The response will contain a summary of facts and issues and specific findings and conclusions with regard to the issues.

7.
If the complainant is not satisfied with the response, they are encouraged to submit the written complaint to the President of the Partners for Adoption Board of Directors, who will repeat steps 4-6 of this procedure.

7.
If the complaint concerns or raises an issue of compliance with the Hague Convention or the U.S. implementing statutes and regulations, any person dissatisfied with the resolution of the complaint by the Partners for Adoption may file a complaint with the Complaint Registry maintained by the State Department.  Information regarding access to the Complaint Registray will be added to this policy as soon as it becomes available.  Complaints will also be filed with the California Department of Social Services, Community Care Licensing Division.  Information and procedures for Community Care Licensing may be obtained by contacting the following:




Department of Social Services


Community Care Licensing Division


111 North Market St, Suite 350


San Jose, CA 95113


(408) 277-2045


9.
Individuals are encouraged to use this complaint procedure without fear of retaliation.  Partners for Adoption will take no action to discourage a complaint or to retaliate against any person making a complaint, expressing a grievance, questioning the conduct of, or expressing an opinion about the performance of Partners for Adoption and its services and staff.

This procedure, without the following reporting and record keeping provisions, will be provided to all clients at the time they are provided the adoption services contract.

RECORD-KEEPING AND REPORTING

1.
Partners for Adoption will keep a record of each written complaint made pursuant to this procedure and which raises an issue of compliance with the Hague Convention and the U.S. implementing statutes and regulations. The written record will detail the steps taken by Partners for Adoption to investigate and respond to the complaint. This record will be maintained via a separate spreadsheet maintained by Partners for Adoption Executive Director, Social Services and, if Partners for Adoption has a file for complainant, in complainant’s file


2.
Partners for Adoption’s Executive Director, Social Services, will submit semi-annual reports to the entity accrediting Partners for Adoption and to the U.S. Secretary of State. The reports will include the following information:



•
A summary of all written complaints received by Partners for Adoption during the preceding six months. The summary will provide information about total complaints received and about how each complaint was resolved.



•
An assessment or evaluation as to whether the complaints reveal any discernable pattern or problem at Partners for Adoption.

If a discernable pattern or problem is apparent, a summary of any systematic or remedial steps made or contemplated by Partners for Adoption in response to the pattern or problem.


3.
When requested by the entity accrediting Partners for Adoption or by the office of the U.S. Secretary of State, Partners for Adoption will provide the record specified in paragraph 1, above, and any other requested information about complaints.
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