Schenectady County Coordinated Entry 
Procedures for Addressing Client Grievance 

It is Coordinated Entry policy to make every effort to settle difficulties and problems which may occur in the Coordinated Entry process. 

Every client who participates in the Coordinated Entry process is entitled to file a grievance if they have a complaint about the services they receive from any participating Coordinated Entry Agency. We would encourage every client to first attempt to resolve problems directly with the Agency that they are working with in the housing process. If, after addressing concerns with the Agency, the client is not satisfied with the outcome, then the client should proceed with the grievance procedure. 

Schenectady County Coordinated Entry Grievance Form will be available at each participating COC Agency.  

There are three levels of review available for each grievance: 

Level 1

· The first person to review the grievance will be the Coordinated Entry Facilitator (CEF) and/or the Coordinated Entry Coordinator (CEC). 
· Once the grievance is received, the CEF or CEC will contact and meet with the client within three (3) business days. 

· At the conclusion of the meeting, the CEF and/or CEC will complete Part II of the Schenectady County Coordinated Entry Grievance Form and inform the client of the outcome. 

· The client will complete Part III and sign and date the form. 
· If you agree with the outcome,  the process ends and the resolution is implemented. 

· If you disagree you move to the next level of grievance. 

Level 2
· The Schenectady County Coordinated Entry Team (CE Team) will complete Part IV of the Schenectady County Coordinated Entry Grievance Form. 

· The CE Team will conduct a phone conference call to discuss the grievance and the aforementioned meeting.

· At the conclusion of this meeting the CEF and/or the CEC will contact the client to convey possible resolutions.  
· The client will complete Part V of the Schenectady County Coordinated Entry Grievance Form. 

· If you agree the process ends and the resolution is implemented. 

· If you disagree you move to the next level of grievance. 

Level 3

· A Review Panel, consisting of members that do not receive COC funding, will complete Part VI of the Schenectady County Coordinated Entry Grievance Form.

· At the conclusion of the meeting, the Review Panel inform the client of the outcome.

· This is the final step in the grievance process.

· The decision of the Review Panel is final. 
· The client will complete Part VII of the Schenectady County Coordinated Entry Grievance Form. 
