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Purpose
To ensure that all Patients have a clearly defined, accessible, and fair process for expressing dissatisfaction with any aspect of their care or treatment—outside of an Adverse Benefit Determination (ABD)—in accordance with DWIHN, MDHHS, and Federal regulations.
Scope
This policy applies to all providers, contractors, subcontractors, and staff affiliated with the Detroit Wayne Integrated Health Network (DWIHN) who deliver or coordinate behavioral health services.
Policy Statement
Every Patient has the right to express dissatisfaction with their services, treatment, or staff interactions without fear of retaliation. The grievance process is designed to resolve issues fairly, timely, and in a culturally and linguistically appropriate manner.
Definitions
a. Grievance:
An expression of dissatisfaction about any matter other than an Adverse Benefit Determination (ABD). This includes concerns about quality of care, interpersonal relationships, or failure to respect Patient rights.
b. Patient:
A person eligible and enrolled in DWIHN services.
c. Authorized Representative:
An individual or provider acting on behalf of a Patient with written consent.
Patient Grievance Rights
1. File a grievance at any time, orally or in writing.
2. Have a provider or representative file on their behalf with written authorization.
3. Receive acknowledgment of grievance within five (5) calendar days.
4. Receive a resolution within ninety (90) calendar days of the grievance being received.
5. Receive written notification of the resolution, including outcome, date resolved, and State Fair Hearing rights if applicable.
6. Request an extension of up to 14 calendar days if more time is needed to resolve the issue in their best interest.
Grievance Process
1. Filing a Grievance
Grievances may be submitted by the Patient or an authorized representative with written consent. They may be submitted verbally or in writing at any time.
2. Acknowledgment of Grievance
The provider must acknowledge receipt of a grievance within five (5) calendar days, either orally or in writing.
3. Resolution Timeframes
Grievances must be resolved as expeditiously as the Patient’s condition requires, but no later than ninety (90) calendar days. An extension of up to 14 calendar days is permitted under certain conditions.
4. Notification of Resolution
The resolution must include the outcome, date of resolution, and information on the Patient’s right to a State Fair Hearing if applicable.
5. Extension of Timeframe
If the provider extends the timeframe, the Patient must receive oral notice and written notice within two (2) calendar days, including the reason and right to dispute the extension.
Accessibility and Assistance
Patients may receive assistance from the Customer Services Coordinator, Nursing Supervisor, and Chief Operating Officer including access to interpretation, translation, TTY/Relay, and large print formats. Grievance materials and support are available at no cost and in prevalent non-English languages.
Staff Roles and Requirements
Grievances are reviewed by individuals who are not involved in the original issue. Clinical grievances must be reviewed by qualified professionals. All relevant staff receive annual training on grievance processes and compliance.
Recordkeeping and Retention
Grievance records must include the Patient name, nature of grievance, dates received and resolved, and outcome. All records are retained for a minimum of ten (10) years and must be made available to regulatory authorities upon request.
Review and Updates
This policy shall be reviewed annually and updated as necessary to reflect changes in Federal, State, and DWIHN regulations.
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