Maternal Infant Health Program

Provider Complaint Protocol

The Michigan Department of Community Health (MDCH) Maternal Infant Health Program (MIHP) expects that all MIHP provider agencies conduct all MIHP related activities in a professional and fair manner.  This includes use of the electronic database, coordinating efforts with other MIHP agencies, and working with other community organizations.  

If an MIHP provider, community agency, health care provider or individual (complainant) feels that an MIHP provider (defendant) is acting in an unprofessional manner, the MDCH MIHP Consultant should be contacted.  The MDCH MIHP Consultant will

1. Gather facts from all parties (complainant and defendant) involved, thoroughly investigate the complaint, and determine whether or not the complaint is substantiated. 

2. If the complaint is not substantiated, notify the all parties (complainant and defendant) in writing.

3. If the complaint is substantiated: 

· Discuss the situation with the MIHP Manager and other appropriate individuals within State government to determine what actions will be taken.  Actions could include a written plan for correction, additional site visits, and provisional certification status.  If the unprofessional activity is very serious, MDCH may take other actions, including referring the provider to Medicaid Integrity and terminating the agency as an MIHP provider.

· Notify the MIHP provider (defendant) in writing that the complaint has been substantiated.  Explain the actions that will be taken by MDCH, and the actions that MDCH expects the MIHP provider to take. 

· Ask the MIHP provider (defendant) for a written statement that all required actions were understood and contains a time line for completion.  If the MIHP provider (defendant) fails to take all required actions or additional complaints against the provider (defendant) are substantiated, MDCH will discuss the situation with Medicaid and could enact emergency decertification.

4. Place all complaints, investigative reports, communications with the provider (defendant), and other relevant documentation in their agency’s file in the MDCH MIHP Lansing office.  

At anytime, during the above process, the complainant may submit written requests to MDCH MIHP for information on the status of the compliant
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