Bright Horizons

Client Grievance Procedure

Bright Horizons strives to provide the quality services to all victims of domestic

violence, sexual assault, dating violence and stalking.

If a client expresses dissatisfaction about Bright Horizons’ services or staff, or feels that
they have been wrongfully denied access to services, they will to be given a copy of this pro-
cedure. The following steps are available to all clients:

The client should ask a staff member for clarification of our services or policies if they
have a concern.

If after receiving this information you feel that you have been treated unfairly, you are dis-
satisfied with one of our services, are dissatisfied with a staff member, or feel that you
have been wrongfully denied services you may file a complaint with any staff member.
This complaint maybe verbal or in writing. If the complaint is given verbally you may be
asked to put your concerns in writing.

The staff member will investigate your concerns and meet with you within two business
days to try and resolve the issues.

If you do not feel that the situation has been resolved you may file your grievance with the
Executive Director.

The Executive Director will investigate your concerns and meet with you within five busi-
ness days to try and resolve the issues.

If you do not feel that the situation has been resolved you may file a written grievance
with the President of the Board of Directors.

The President of the Board of Directors will investigate your grievance and try and resolve
the issues.

The President of the Board of Directors will have two weeks to make a determination. You
will be notified of that determination within three weeks from the time you submitted
the written grievance with the Board President. The decision of the President of the

Board of Directors will be final.



