
Attachment A

CLIENT COMPLAINT PROCEDURE

`

Grantee informs 
participants, at the time 

of application acceptance 
or upon the receipt of the 

written complaint 
procedure.

Grantee establishes a 
review committee 

consisting of at least 
three members.

Program Administrator 
responds to client's 
written complaint 
within 15 working 

days.

Administrator 
notifies client of 

review 
committee's 

decision within 15 
working days of 
the date of the 

hearing.

Review 
Committee 
reviews the 

client's 
complaint.

Local CEO or 
Executive 
Director is 

informed of the 
complaint.

Client is 
not 

satisfied 
with 

response.

Client is 
satisfied 

with 
response.

Client is 
satisfied 

with 
response.

Client is not 
satisfied 

with 
response.

Grantee may ask the CEO or 
Executive Director to review 
the case and recommend a 

solution.

Grantee must seek the services of the closest 
Disputer Resolution/Mediation Program

Client is 
not 

satisfied 
with 

response.

Client is 
satisfied 

with 
response.

Grantee must notify MSHDA 
in writing of the particulars of 

the case.

MSHDA reviews case and 
determines appropriate

action steps.
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