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CLIENT GRIEVANCE PROCEDURE

Client's Copy

1.
Any applicant and/or client of VLSH who feels personally or professionally aggrieved as a result of services rendered or offered by VLSH may complain either orally or in writing to the Executive Director, who will try to resolve the dispute informally.

2.
If the applicant/client is not satisfied with this resolution, he/she may request, in writing, to VLSH that the matter be considered by the Grievance Committee.

3.
Within ten working days of receipt of such written request, the President of the Board of Directors may refer the matter to the Grievance Committee; or, the President of the Board of Directors may appoint an Ad Hoc Grievance Committee for the purpose of determining the merits of a particular applicant/client grievance.

4.
The Grievance Committee shall review the matter.  The applicant/client may present written or oral evidence, may bring witnesses, etc., at an interview that the Committee, at its discretion, may schedule for that purpose.  The Committee may also interview other persons and examine other materials as they deem appropriate.  The Committee should issue a written decision to the applicant/client within 30 working days after such interviews are completed, or as soon thereafter as is practicable; said written decision shall be reported to the Board of Directors.  This decision shall be final.

5.
VLSH shall keep a record of all complaints and their resolution.
