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AAA ROLE: PLANNING, PRIORITIZING AND
ADMINISTERING FUNDS

= COA is responsible for developing a
regional Area Plan (4 years) and an
annual update to determine priorities
for federal/state Title Il and
Community Services Block Grant
funding

= The area plan includes the state plan
as well as findings from a local needs
assessment



















































































































Part 5 Required Appendices- H. AAA Grievance Procedure

Council on Aging

Operating Procedure: Title lll Complaint Process
Policy Number:
Departments: A/l COA Departments

Position Title: All COA Departments
Effective Date: 03/01/2014 Revised Date: 8/1/2022 Next Review Date: 8/1/2023

SCOPE:
The complaint process described in this policy will affect any recipient of Title Il subcontracted services though
Council on Aging of Southwestern Ohio (COA).

POLICY:

The purpose of this policy is to ensure that COA has developed a complaint process to identify and resolve
complaints regarding Title III services/programs offered through COA or its contracted providers. The process will
address intake, assignment, timeliness and resolution of complaints. Any client of COA services or assistance has
the right to file a grievance or complaint over any unresolved conflict or issue that arises during the course of
receiving services, including service received directly from COA or service received by a contracted agency.

DEFINITIONS:

Complaint: A complaint may regard any aspect of Title III services, including COA staff action or inaction and
may be received from any source verbally or in writing. Sources of complaints may include, but not be limited to,
clients, caregivers, authorized representatives, families, neighbors, agencies, providers and legislators.

PROCEDURE:

A. All clients will be made aware of the COA complaint process and will be informed that any complaint
should be discussed initially with the client’s first point of contact at COA as applicable. Every effort to resolve
grievance at lowest level must be made.

B. If grievance involves a provider action COA may require consumer to seek resolution from provider prior
to submitting grievance to COA.

C All complaints, whether verbal or written will be sent to Provider Service Business Relations Partner (BRP)
for applicable follow up

D. All complaints received will be submitted for review to COA’s Business Relations Partner (BRP) within
one (1) day of receiving the complaint. All complaints must include the following information:

1. The reason for the complaint
2. Expected resolution or outcome
3 Any attempts (including a timeline of events) made to resolve the issue previously

E. If the complaint received is related to service delivered by a COA contracted provider, the BRP will follow
up with the provider and the assigned provider relations specialist directly.

F. COA to acknowledge receipt of grievance in writing within 5 CALENDAR days of receipt; unless resolved
prior to 5 days. Client may request face to face meeting prior to COA determination. If the complaint
indicates the potential for physical harm to a client, it will be addressed within one (1) day of receipt of
the complaint.























































