


GRIEVANCE PROCEDURE





If a rider feels dissatisfied with the volunteer transportation service provided by the (Sponsoring Organization), or feels they have been discriminated against in any way, he/she has the right to appeal. The following procedure should be followed:





STEP I:  Determine if the behavior that is the basis of the complaint falls within the control of volunteer. For example, eligibility for service may not, but driver courtesy and safety does. If the problem is in the sphere of control of the (Sponsoring Organization), all efforts will be made to resolve the grievance informally before going to Step II. If the grievance cannot be resolved informally within ten (10) working days, the aggrieved rider may proceed to Step II.





STEP II:  The aggrieved rider may present his/her grievance either orally or in writing to the Volunteer Transportation Program Manager. The rider may bring another person with them to assist in translating or otherwise facilitating or clarifying the issue and discussion. Within ten (10) working days of notification of grievance, the Transportation Manager must schedule a meeting with the rider to discuss the problem. Within two (2) working days after the meeting, the Transportation Manager must advise the rider of a decision on the issue, either orally or in writing. If an answer is not received or the answer does not resolve the issue, the aggrieved rider may proceed to Step III.





STEP III:  The aggrieved rider must present written copies of his/her grievance, decision(s) rendered, and their appeal to the CEO of the (Sponsoring Organization) within ten (10) days of receipt of the Transportation Manager's decision. The aggrieved rider may request in writing a meeting with the CEO.





The CEO will review the grievance and appeal, and render a written decision to the aggrieved rider within ten (10) working days after the meeting or receipt of said written grievance and appeal, whichever is later. If the aggrieved rider does not receive an answer or is dissatisfied with the decision, he/she may proceed to Step IV. 





STEP IV:  The aggrieved rider may request in writing a meeting with the Director of the funding agency, or designate, to review the grievance, the decisions rendered, and the appeal result, within ten (10) working days of receipt of the decision of the CEO of the Sponsoring Organization. The Director of the funding agency will review the case and take appropriate action. If the aggrieved rider does not receive an answer or is dissatisfied with the decision, he/she may proceed to Step V.





STEP V: The final setting for the aggrieved rider would be a judicial hearing in the courts.
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