Northern Panhandle Continuum of Care (WV-500) Grievance Policy

l. Purpose

The Northern Panhandle Continuum of Care (NPCoC) is committed to promoting equity, transparency, and
accountability across all programs funded through the CoC. This grievance policy is intended to ensure a fair and
accessible process for resolving concerns related to services, agency practices, or systemic issues within the CoC. It
outlines both internal expectations for providers and the process for external grievances elevated to the CoC.

Il. Scope

Definition of Grievance:For the purposes of this policy, a grievance is a formal complaint raised by a client,
participant, or partner agency alleging that a CoC-funded provider, the CoC Lead Agency, Coordinated Entry, or
HMIS has failed to follow established policies, procedures, or standards; has denied or terminated services
improperly; or has engaged in actions that negatively affect access to housing, services, safety, or rights under
CoC-funded programs.

This policy applies to:

- Individuals receiving services through any CoC-funded program within the NPCoC.

- Partner agencies participating in the NPCoC who have concerns about other member agencies or the CoC Lead
Agency.

This policy does not cover:

- Appeals related to CoC project ranking, scoring, or funding decisions

- Discrimination claims that fall under Fair Housing laws (which will be referred to the appropriate enforcement
body).

lll. Internal Agency Grievance Expectations

All CoC-funded providers are required to have a written grievance policy that includes:

1. The ability for clients to file verbal or written complaints.

2. Multiple submission options, including at least one neutral party not directly involved.

3. A stepped process for elevating unresolved complaints.

4. Distribution of the grievance policy in verbal and written form at intake and upon any formal notice (e.g.,
termination).

5. The client’s right to request assistance with filing a grievance.

6. An anti-retaliation clause.

7. Documentation of complaints and actions taken, retained for at least three (3) years.

IV. NPCoC External Grievance Process

Clients and agencies may elevate a grievance to the CoC if:

-The agency-level grievance process was attempted but did not lead to a satisfactory resolution.
-A client or agency is unable to access or complete the internal grievance process.

-The grievance involves the CoC Lead Agency, Coordinated Entry operations, or HMIS.

Filing a Grievance:
Grievances may be submitted:
- Online through the NPCoC website (insert link)



- Via email to the CoC Lead Agency shagan@ccwva.org
- In person or by mail to [Insert Mailing Address]

Each grievance submission must include:

- Name of complainant (or anonymous if preferred, though anonymity may limit investigation options)
- Description of the concern

- Relevant agency or individuals involved

- Any actions already taken

- Desired resolution, if known

Review and Resolution:

1. The CoC Lead Agency will conduct an initial eligibility screening and acknowledge receipt of the grievance within
five (5) business days.

2. If eligible, the complaint will be forwarded to the Monitoring and Compliance Committee, which includes
members of the NPCoC Board and other stakeholders.

3. The Committee will:

- Review the complaint and request documentation from relevant parties.

- Interview parties if needed.

- Seek a resolution through mediation or written response.

- For grievances involving urgent issues—such as imminent loss of housing, denial of critical services, or threats
to health and safety—the Committee will initiate an expedited review, aiming to resolve the matter within seven (7)
business days, when feasible.

A written determination will be issued within 30 calendar days. Complainants unsatisfied with the outcome may
request further review by the full NPCoC Board.

V. Confidentiality and Anti-Retaliation

All grievance information will be treated as confidential and only shared with individuals necessary to resolve the
issue. Retaliation against any individual filing or participating in a grievance is strictly prohibited and may result in
corrective actions or loss of funding.

VI. Recordkeeping and Oversight

- The CoC Lead Agency will maintain records of all grievances and resolutions for a minimum of three (3) years.
- Trends or patterns in grievances may be reported (without identifying information) to the NPCoC Board and may
inform future monitoring or training priorities.

VII. Policy Maintenance

This policy will be reviewed annually by the Monitoring and Compliance Committee and updated as needed to
ensure consistency with HUD regulations and best practices.
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