BLUEBONNET TRAILS COMMUNITY SERVICES
	Original effective date: 
	Operating Procedure

	Revised:  2/02
	Client Rights

	Approved:
	Client/Family Complaint



CLIENT/FAMILY COMPLAINT
PROCEDURES: 

This procedure describes the methods by which a consumer, parent, family member, guardian, and the general public may register a complaint or give positive feedback about Bluebonnet Trails Community Services Programs, Service Delivery, and/or a staff person. 

· During regular business hours, complaints or positive feedback should be addressed to the Director.

· Complaints and/or positive comments may be emailed to:

             complaints@bluebonnetmhmr.org

· After business hours, weekends and holidays, calls may be made to the following Complaint Line number:

        

(512) 244-8473.  Calls will be checked the next business day.

· Complaints or positive comments may also be sent by mail to the following address:
Bluebonnet Trails Community Services
Office of Rights Protection/Complaints

1009 North Georgetown Street

Round Rock, Texas, 78664

· All feedback will be shared with the appropriate program, staff and/or county service site.

· All complaints will be documented and responded to within five working days after receipt.  For HCS clients, a copy of the complaint, and the response will be forwarded to the Texas Department of Mental Health and Mental Retardation.

· The Rights Protection/Complaint Officer will maintain a file of all complaints. 

· The resolution of all complaints will be retained on file along with the original complaint and the response to the complaint. Within two weeks of resolution the Service Site or Program Director will contact the person who submitted the complaint to determine their satisfaction or dissatisfaction with the resolution provided. The result of this contact will be documented, sent to the Rights Protection/Complaint Officer, and placed on permanent file.

· In the event a complaint is not resolved to the satisfaction of the person submitting original complaint, that person should present his/her complaint directly to the Executive Director of Bluebonnet Trails Community Services, Andrea Richardson at 512-244-8305 or by mail to:

Andrea Richardson
Executive Director of Bluebonnet Trails Community Services
1009 North Georgetown Street

Round Rock, Texas 78664

· All complaints received will be reviewed at least once annually, along with all reported incidents of client abuse and neglect, to determine ways BTCS service delivery system can be improved and to determine if there are any incident patterns, which could provide insight into ways to improve services. 

When a person enters services with BTCS, a copy of the current procedure will be given annually to all consumers/parents/family members and/or guardians.

If you need to report abuse/neglect please call the Department of Protective and Regulatory Services at 1-800-647-7418.

