
 

 

Policy Statement 

Centro Savila is committed to providing high-quality care and services to all clients and their 

families. We value feedback from clients and families and encourage the expression of concerns, 

grievances, and complaints. Our primary goal is to resolve complaints promptly, fairly, and in a 

manner that supports the well-being and dignity of everyone involved. 

This policy outlines the process for submitting, reviewing, and resolving complaints made by 

clients or their families regarding the care and services provided at Centro Savila. Clients and their 

families are informed of the methods of resolving complaints in a timely and accessible manner. 

Purpose 

The purpose of this policy is to: 

1. Establish a clear and accessible process for submitting and resolving complaints. 

2. Ensure that all complaints are addressed promptly and fairly. 

3. Maintain a constructive, respectful environment for both clients and staff. 

4. Promote continuous improvement in service delivery based on feedback. 

5. Ensure that clients and their families are fully informed about how to raise complaints and 

how those complaints will be handled. 

 

Scope 

This policy applies to all clients and their families who receive services from Centro Savila, 

including but not limited to outpatient services, crisis intervention, therapeutic programs, and case 

management. 

 

 

 

Policy Title: Complaint Resolution Policy and Protocol 

Patient Age Group: (X ) N/A ( ) All Ages ( ) Pediatric ( ) Adult 



Definitions 

• Complaint: A formal expression of dissatisfaction regarding the services provided by 

Centro Savila, including issues related to treatment, staff conduct, facilities, or other 

service-related concerns. 

• Client: Any individual receiving services from Centro Savila, including adults, children, 

or families involved in therapy, counseling, or other treatment programs. 

• Family Member: A person who is a relative or legal guardian of a client. 

• Grievance: A formal, written complaint that requires a more in-depth review and 

resolution. 

 

Complaint Resolution Protocol 

Step 1: Informing Clients and Families 

1. Initial Communication: 

o Upon admission to services, all clients and their families will be informed about 

their right to file a complaint and the process for doing so. This information will be 

provided in the following formats: 

▪ Verbal Communication: Direct communication with the assigned case 

manager, therapist, or other relevant staff during the intake process. 

▪ Written Materials: A printed brochure or document outlining the 

complaint procedure, which will be provided to clients and families upon 

admission and available in the waiting areas of the facility. 

▪ Client Rights and Responsibilities Handout: This will include 

information on the complaints process and the expected timeline for 

resolution. 

2. Availability of Information: 

o A complaint form is available at the reception desk, online via the Centro Savila 

website, and through any assigned caseworker or therapist. 

o The policy is also made available in Spanish and other languages upon request. 

Step 2: Submitting a Complaint 

1. Informal Complaint (Verbal or Written): 

o Clients or families may submit a complaint either verbally or in writing. The staff 

member receiving the complaint will document it. 

o Clients and families are encouraged to first attempt to resolve the issue informally 

through discussion with the involved staff or service provider. 

o If the concern is not resolved at this stage, the complaint may be escalated to formal 

resolution. 

2. Formal Complaint (Written): 

o A formal complaint must be submitted in writing using the designated complaint 

form. Complaints may be submitted via: 



▪ In-person at the reception desk 

▪ Electronically through the Centro Savila website (if available) 

▪ By email to the complaint resolution team 

3. Required Information: 

o The written complaint should include the following: 

▪ Name of the client or family member filing the complaint 

▪ Description of the issue or concern 

▪ The name(s) of the staff member(s) involved (if applicable) 

▪ The date(s) when the issue occurred 

▪ Any desired resolution or outcome 

▪ Contact information for follow-up communication 

Step 3: Acknowledgement and Investigation 

1. Acknowledgement: 

o Complaints will be acknowledged within 5 business days of receipt. Clients and 

families will receive a written confirmation that their complaint has been received 

and is under review. 

2. Investigation: 

o Once the complaint has been acknowledged, a thorough investigation will be 

conducted. The investigation will include reviewing relevant documents, speaking 

with the parties involved (e.g., staff, clients, and family members), and gathering 

any other necessary information. 

o The investigation should be completed within 10-14 business days. If the 

investigation requires more time, the client or family member will be informed and 

updated on the progress. 

Step 4: Resolution and Response 

1. Resolution: 

o Based on the findings of the investigation, a resolution will be determined. Possible 

outcomes may include: 

▪ Apology or acknowledgment of an error 

▪ Implementation of corrective actions (e.g., staff retraining, changes in 

procedure) 

▪ A change in service delivery or program adjustments 

▪ Referral to appropriate resources (e.g., advocacy services, legal advice) 

2. Notification of Outcome: 

o The client or family member will receive a written response outlining the results of 

the investigation and the steps taken to resolve the complaint. This will occur no 

later than 15 business days after the complaint is acknowledged. 

3. Follow-up: 

o The complaint resolution team will follow up with the client or family to ensure 

that the resolution was satisfactory and to address any remaining concerns. 

Step 5: Appeal Process 



1. Right to Appeal: 

o If the client or family is dissatisfied with the outcome, they have the right to appeal. 

Appeals should be submitted in writing within 10 business days from the receipt 

of the resolution notification. 

2. Appeal Review: 

o The appeal will be reviewed by a senior staff member or an independent third party 

(such as a program supervisor or compliance officer) who was not involved in the 

original investigation. 

o The appeal review will be completed within 10 business days and a final response 

will be provided to the client or family. 

 

Confidentiality and Non-Retaliation 

• All complaints will be handled confidentially, in accordance with legal and ethical 

guidelines (e.g., HIPAA, client confidentiality laws). 

• Centro Savila strictly prohibits retaliation against any client or family member who files a 

complaint or participates in the resolution process. Retaliation will result in disciplinary 

action. 

 

Staff Training and Awareness 

• All staff members at Centro Savila will receive training on this complaint resolution policy 

and protocol as part of their onboarding and ongoing professional development. 

• Staff will be equipped to inform clients and families about the complaint process and to 

address concerns in a respectful and professional manner. 

 

Conclusion 

Centro Savila is dedicated to continuous improvement and to ensuring that the voices of our clients 

and families are heard and respected. This complaint resolution policy and protocol is designed to 

address issues promptly, ensure transparency, and maintain high standards of care. We value the 

feedback of all individuals we serve and strive to create a positive, supportive environment for 

everyone. 

 

 



For more information or to submit a complaint, please contact: 

Phone 505-312-7296, Email admin@centrosavila.org,  

Website: https://www.centrosavila.org/ 

Approved by: William G. Wagner, Executive Director  

Date: 11.12.22 

Signature:  
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