Sample Dispute Resolution Flow Chart

Program participant notifies program staff of complaint.
Client Complaint Form completed and processed.
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Staff gives participant Service Review Request form and copy of grievance process.
Program supervisor is notified of complaint.

Service Review Request received.
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Program supervisor reviews problem; talks to program participant either in person or by
telephone. Supervisor provides written response to participant within 10 working days of
receipt.
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Service Review Request is forwarded to executive director. E.D. reviews action to date, hears
participant concerns, and follows up with a written response within 10 working days of
discussion.
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Service Review Request is forwarded to subgrantee board chair. Chair reviews action and
decisions, meets with or telephones program participant, and follows up with a confirmation
of decision or new decision within 10 working days.
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Board chair contacts local dispute resolution center. Dispute resolution center works with
both parties to come to joint resolution of the complaint.
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Board chair contacts arbitration professional. Arbitrator renders a final judgment that is
binding.
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