Conflict Resolution Process

This process shall encourage parties to work together to resolve conflicts and shall ensure that every effort will be made to resolve conflict at the cluster level and with the Fiscal Agent before presenting conflicts to the First Steps State Program Consultant.

Note: Questionable behavior of a service provider in the execution of duties is under the purview of the State and should be reported to the appropriate Program Consultant for investigation. 

If an issue cannot be directly resolved through discussion, the following process shall be utilized:  

Step 1:  A dated written summary (see following definition) of the issue shall be presented to the appropriate entity (see following definition) to offer the entity the opportunity to address the issue:’

Definition: Written Summary
Any dated document, including email or fax eliminating any personally identifiable information, which provides sufficient information regarding the issue.

Definition: Appropriate Entity

· SPOE Supervisor if the issue is with the SPOE

· Fiscal Agent Director if issue is with the Fiscal Agent

· Chair if the issue is with the Council
· Lead Coordinator if issue is with LPCC staff
The entity receiving the summary of issues shall investigate and respond in writing within ten (10) business days.

Step 2:  If the conflict remains unresolved to the satisfaction of both the parties within the ten (10) business days, the original complaint shall be submitted to the Council, as the entity responsible for systems oversight.  The Council, through its existing structure and organizational process, 

shall make an attempt to resolve the issue within ten (10) working days and provide the decision in writing to the parties involved.

Step 3:  If a resolution cannot be agreed upon at that time, the parties my request a hearing before the Board of the Fiscal Agent, Aging & Community Services of South Central Indiana, Inc.  This request must be made in writing within ten (10) business days after receipt of the decision of the Council.  The written request shall clearly state objections to the decision and the hearing will address only those issues.

The Executive Director of Aging & Community Services of South Central Indiana, Inc., upon receipt of the hearing request, will contact the Chairperson of the Board of Aging & Community Services of South Central Indiana, Inc., for the purpose of setting the time, date, and place of the hearing.  All requests and notices shall be sent via certified mail.

The names of all witnesses for both parties must be received by the Executive Director of Aging  & Community Services of South Central Indiana, Inc., on or before the date and time specified in the notice of hearing.

The Board Chairperson shall select a hearing panel of no less than three members which will conduct the hearing.  One of those members shall be designated as the Chairperson.  Names of the panel members will not be announced until the time of the hearing.  

The following ground rules will govern the hearing: 
1)   The complainant shall be given fifteen minutes to state the case, and that presentation shall be limited to issues specified in the request for hearing; 
2)   The body to which the complaint is directed shall be given fifteen minutes to respond and response shall be limited to issues specified in the request for hearing; 
3)   If cross-examination or rebuttal is specifically requested by the complainant or by the body against which the complaint is directed, five minutes will be allowed for each side for this purpose and shall be limited to issues specified in the request for hearing and to witnesses who have already testified; 
4)   Hearing panel members shall have the opportunity to ask questions of any or all concerned parties, and questions shall be limited to issues specified in the request for hearing.  Time consumed by panel members shall not reduce the time allotted to either party for testimony.

The Hearing Panel shall be required to provide its findings/decisions in writing no less than ten (10) days following the hearing.  The decision of the Hearing Panel shall be sent to involved parties by registered mail. 
Step 4:  If a resolution cannot be agreed upon at that time, the First Steps State Program Consultant will be requested to intervene.

*At any point during this process, the party retains an option to file a formal complaint with the First Steps State Program Consultant.

