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Introduction

Welcome to GROW Associates, Inc.

We look forward to providing you with a program of vocational and community services individually designed to meet your needs and to assist you in reaching your maximum potential and achieving your goals. Since this is your program, your ideas and input are important. You are encouraged to actively participate in the development and assessment of your program throughout your participation.

This handbook is intended to provide you with guidelines to follow while in the program, and will be reviewed with you during your orientation. Any questions about this handbook, or any other matters that arise during your program, should be addressed with your Team Leader or Case Manager.

Jim Zweber
Executive Director
I. Mission/Purpose
It is our mission to: Recognize that fair & equitable treatment is the right of everyone. Our commitment is to provide quality opportunities for each individual.

GROW Associates Inc. operates to provide vocational and community services that assist people with disabilities to maximize their potential and to become an active member of their communities.  

II. History
GROW Associates was started by a group of parents back in 1973 with twenty individuals in small a school building. GROW has been providing services for adults with intellectual disabilities for over 37 years. GROW has developed into programs serving more than 140 individuals with a variety of services. Programs are offered in employment training, on site job coaching, volunteering within the community, teaching basic daily living skills, community involvement and recreational services.

III. Organization

GROW Associates Inc. is a private, not for profit Organization governed by a Board of Directors.  The board establishes policies and goals.  They also review programs and finances and support staff to provide the best possible services.   Board Members are community volunteers that include professionals and family members.

Consumer Membership: Individuals who are served directly by GROW Associates are members of the GROW Association (Membership). There is no fee for Consumer Members – you have rights and privileges in the Association. (See index back of handbook for description of membership and guidelines). 
The Executive Director is hired by the Board of Directors, and is responsible for the operation, management and administration of the agency. The Executive Director and Board meet regularly.

We have an Associate Executive Director who oversees all administrative and business operations. Director of Employment & Community Programs – is responsible for the day to day operations of vocational & community programs. All managers for the programs report to him.  The Operations Manager takes care of the building and contracted work. The Manager of Employment Services – is the supervisor for the case managers and outside employment program & new business. The Employment Training Specialist does independent job development, training and placement and follow along services and is in charge of all outside placement. The Transition Coordinator works with the schools and students coming to GROW, assists with placement and coaching. The Director of Day Habilitation Services is in charge of Day Habilitation program and supervises the Registered Nurse and Service providers.    The Business Manager takes care of accounting, and payroll. The Office Administrator is in charge of the front office functions and human resources.  These managers hire agency staffs with input from the people participating in programs.  

                                          (2)
GROW is accredited by the Department of Developmental Service, certified by the United States Department of Labor and Massachusetts Department of Labor and Industry. Our Day Habilitation program is CARF accredited.
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IV. Programs and Services

1. Work Evaluation

Work Evaluation is a program designed to determine the Individual's vocational strengths, weaknesses, interests, aptitudes, and to develop realistic vocational goals and recommendations for future services. The Work Evaluation Program is normally a 2-8 week program, but may be shortened or lengthened according to individual need. This generally happens when individuals first enter the program.
2. Work Training
Work Training is a program designed to develop and maximize an Individual's vocational potential. An Individual Service Plan (ISP) is developed specifying vocational goals for each participant, and the services provided to attain those goals. Work Training is a time-limited program. This can be consecutive or concurrent with the work evaluation process.

[image: image5.wmf]

According to the FLSA of DOL the unpaid training of workers with disabilities is narrowly defined and viewed as such by our organization this way. However the individual that come to GROW Associates come to GROW as consumers through a referral process and GROW is paid to provide training, support and employment as defined by our contract with the state – thus the individuals that work in our work program are not defined as employees but as individual consumers that have individual service plans and are paid to perform work under our sub-min wage certificate and issued a 1099 at the end of the calendar year for work performed and payment received.

There are times when we need to evaluate or do work training as part of our services to determine consumer interest or to evaluate skills. When we do this type of evaluation the following condition must exist: 

· The training, even though it includes the actual operation of the facility and employer, is similar to that which would be given in a vocational training or school.

· The training is for the benefit of the trainees;

· The trainees do not displace any regular workers, but work under close observation;

· The employer (job) providing the training derives no immediate advantage from the activities of the trainees and on occasion the operation may actually be impeded;

· The trainees are not necessarily entitled to a job at the conclusion of the training period;

· The employer (supervisor) and trainees understands that the trainees are not entitled to wages for the time spent in training.

In addition to this the expectation is that whenever possible we pay the individuals for work performed and limit this to true evaluation not lasting more than 10 days and not more than 2 hours a day. At the end of the training a summary of that evaluation is completed and placed in the file for that individual.  
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Remember that any job we perform and receive payment from a vendor on, that work must be paid according to the standard set for that job/service. If you have any questions regarding this or any other DOL regulations or payment for work, please ask for clarification from management. 
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3. Employment Based Services
Employment Based Services provides assistance in obtaining and maintaining 
Competitive Employment.  We work with you and the employer to help ensure successful placement.  Each Individual will be assisted to develop a Career Plan. Services provided may include job development, job analysis, training in job seeking, interviewing,  resume/application preparation, on-site training and follow-up.  

Following job placement GROW staff may continue to provide job coaching and vocational counseling for an extended period.  We call this Supported Employment.  Some people may be independent after initial training on the job and GROW staff will fade completely, or make occasional calls to follow up as determined by you or your employer.

4. GROW In-House Contracting: 
Working in partnership with local employers GROW Associates’ In-House Contract employment initiative enables adults with disabilities to earn wages while granting business access to a pool of trained, motivated people who are trained to complete a wide range of light assembly, packaging or collating projects. This enables you to have the opportunity to use skills, develop work habits and social skill in performing real work for pay. Each job is studied according to the DOL sub-min wage process as defined by DOL issuance of its sub-min wage certification. All work is preformed to the specification of the employer at GROWs’ facility. You are paid according to the piece rate for each job for pieces completed based on the prevailing rate of pay for that job task. More information and training will be available to you for each job you perform. During the time that you are working GROW staff are available to assist and train you in developing your skills and performing the task as required.
[image: image7.wmf] 

 Upon completion of a job GROW will provide further support as defined by your individual support plan. This may include activities such as; learning to use the computer, job search, resume writing, interviewing, social skills development, travel training, money management, community access, social recreational pursuits and other topics and training that is defined by you and your team. GROW Associate will strive to provide opportunities for you to be gainfully employed in the community when ever possible and/or as decided during your individual planning process. The goal of this program is to provide meaningful day supports to individuals both through work and social/recreational activities as defined by the guidance of each person’s Individual service plan. GROW is a service provider and our supports are reimbursed through various funding sources such as DDS, Private pay, grants and fundraising. All participants are referred for services.    
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5.  Groups/Clubs

Various opportunities to participate in work and non-work clubs will be provided from time to time to meet the needs of our participants. Contact your Case Manager to find out what current opportunities are available. We also encourage your input in developing various groups or clubs to meet any specific needs you see at GROW.

(Ask for current list of group/clubs)
6. GROW Business

 Supported Employment/Enclave is a work offered within the facility setting or at a community business with a Supervisor from GROW.  Those participating in this program are presently unable to meet competitive employment standards and require more intensive vocational services. The purpose of the program is to maximize productivity and earned income and to further develop appropriate work habits, behaviors, and attitudes. All workers that earn min-wage rate or sub min-wage based on the prevailing wage for that job/industry. If you earn wages under min-wage GROW will follow DOL sub-min wage certification standard for paying wages based on time study for the specific task or job you are performing. These time studies will be conducted every six months or sooner to re-evaluate your productivity and adjusted for any changes. For this class of jobs you are considered Workers/Employee’s and appropriate payroll withholding will occur – each job will have a job description and set hours of work time. During this time you will be considered employees for the time spent on in these jobs. Once completed you may or may not come back into the GROW program as a participant in services that are related to your specific goals or support needs.    Those participating in the program are encouraged to consider/explore community based work opportunities. GROW believes that if a job can not be found in the community we will strive to create a business opportunity to meet the needs of a group or Individual.
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7.
Follow Along Services.

Once a person “completes” Employment Based Services at GROW. GROW Team member offers follow–up (as defined by participant need/employer request) services to Individuals in their place of employment.  This service is intended to keep the connection with Individuals and Companies to establish long term relationships.  Services could include a visit to you at the job, contact with your employer to get feedback about your performance, or a phone call to you to see how you’re doing.  It could also be that you call a GROW Team member to ask for advice or future services.
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V. General Vocational Program Information

1. Referral and Funding

People are referred to GROW by an Agency such as the Department of Developmental Services or local School Systems. The referral Agency is responsible for providing the facility with all required referral information, as well as funding to provide vocational programs and services.

It is important to remember that the programs and services offered at GROW require a fee-for-services. GROW Staff will be available to assist in procuring funding alternative(s) should the original funding source no longer be available and additional vocational rehabilitative services are recommended.

[image: image9.wmf]
2. Affirmative Action/Equal Opportunity/Programmatic Access

It is the policy of GROW to assure equal employment opportunity and programmatic access in all policies and practices regarding employment and the provision of services.

GROW’s practices and policies in both employment and provision of programmatic services promote equal opportunity and equal access.   GROW does not discriminate on the basis of race, color, creed, religion, ancestry, national origin, sex, age, disability, marital status, and sexual preference or political or union affiliation.
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3. Accessibility

[image: image11.wmf]It is the policy of GROW to assure architectural and program/service accessibility to persons with disabilities.  GROW is actively committed to and involved in community efforts to promote social and employment opportunities for people with disabilities. A primary focus of Agency Programs is to develop and provide community-based, integrated employment and social/recreational opportunities for persons served.
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4. Confidentiality/ Release forms

Information provided to GROW during referral or shared with GROW during the course of services is confidential.  In order for GROW personnel to share information you must provide written authorization, a release form.  It is important to think about who may be able to provide useful information when signing this release.  You may consider including parents, personal therapists, or medical personnel. The choice is yours.

GROW will ask you to sign a release for medical treatment.  This allows GROW to provide first aid should you become sick or get injured at work.  It also allows GROW personnel to arrange for you to be taken to a hospital in a serious emergency.

[image: image12.wmf]
5. Case Records.

Every person who participated in Vocational and Community Services at GROW will have a case record.  These case records are the property of GROW and are kept confidential.  They are used to assist with services and hold information on record of your permission for contact with members of your team.   

A GROW Case Manager will ask your permission to share information with members on your team who you feel could be helpful in your program services.  You must provide written authorization, in the form of a release.  At any time during your services, you wish information not to be shared; you can let your Case Manager know not to share information.  This request will be honored.   You may consider including parents, personal therapists, or medical personnel. It’s your choice.
The Individual Plans of Services that you agree to are also included in your records at GROW.  
Privacy – Protecting and Handling Information – HIPPA Laws must be followed – At no time shall information/records, work materials containing information of clients served be removed, copied or distributed without prior authorization. No employee shall remove any work documentation containing individuals information from GROW Associates without prior management consent. This consent must be in writing including information being removed and time-line for removal. All information must remain with the employee approved for removal on his/her person or lock and secured so no unauthorized access can be attained. Upon return of removed work document the employee must have another management staff sign in the removed items and they are to be placed back to their original place within the agency.   Any request for GROW work product (Job descriptions, emergency plans, data collection and systems) may not be distributed without management consent. All requests from former employee’s regarding work product must be directed to the Human Resource department and forward to the Associate or Executive Director for approval.
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6. Case Management

[image: image14.wmf]Everyone participating in programs is assigned a Case Manager.  Your Case Manager acts on your behalf to make sure that program and services are tailored to help you to achieve your goals.  Your Case Manager will work with you to develop a Plan and will work with other staff to monitor your progress.  Your Case Manager can also assist you in connecting with other services in the community. 

7. Individual Plan

Everyone who participates in the program has a written plan.  The plan outlines individual goals and services which will assist you in meeting your goals.  Your Case Manager will work with you to develop the plan and will review the plan with you on a regular basis and make changes as needed.
8. Change of Personal Data
All changes in personal data must be reported to the Case Manager, including change of address, telephone, medication, guardianship, emergency names, telephone numbers, and transportation as soon as the change occurs.
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9.
Individual Choice.

Participation in program services is the choice of the Individual.  At any time, an Individual may choose to end services.  It is suggested that the Team be part of the decision process.

If you choose to leave us we will conduct an exit review and team meeting to assist you in transitioning into a new program or more independent situation. We will ask you to evaluate our service and get feedback from you so we can continue to improve how we deliver our service to others.
10. Human Rights Policy.

RIGHTS OF PERSON SERVED

Policy: It is the policy of GROW Associates, Inc., to seek to affirm, promote and protect the rights of the individuals who have disability and who participate in the      





(8)                                                     

services and supports of the organization.  Historically, individuals with mental retardation and other disabilities have been an oppressed population. It is unfortunate that, even today, individuals are too frequently denied the opportunity to exercise their fundamental rights. The denial of any individual's rights, whether it occurs because of ignorance, misinformation, or malice, is unacceptable. This policy provides everyone in the GROW Associates, Inc., organization with a basic framework for understanding the rights of the individuals who have disabilities.  Individuals may file complaints of human right violations without fear of retaliation, abuse, exploitation of any type, humiliation or neglect.  

 INDIVIDUAL RIGHTS

Policy: GROW Associates, Inc., respects the human and civil rights of all persons, including the right to be free of unlawful discrimination based on race, creed, citizenship, national origin, sex, sexual orientation, age, religion, physical or mental handicap, and degree of physical or mental handicap. These rights include but are not limited to:

· The right to human dignity.

· The right to physical safety and health.

· The right to humane and adequate care and treatment.

· The right to self-determination and freedom of choice to the fullest capacity deemed possible. This includes access to information critical to making informed decisions.  The right to be free of discomfort, distress and deprivation.

· The right to live and receive supports in the least restrictive and most typical setting possible. 

· The right to have adequate resources and services 

· The right to a barrier-free environment to the maximum extent possible.

· The right to activities, routines and patterns of living appropriate to the age level and customs and practices of the local community.

· The right to undergo normal developmental experiences, even when such experiences may entail an element of risk, provided the individual's safety shall not be unreasonably jeopardized.

· The right to engage in activities and social interactions, which maximize contact with other citizens in the community.

· The right to be addressed in a fashion appropriate to chronological age and the practices of the surrounding community.

· The right to engage in recreation and leisure activities appropriate to chronological age and practices of the community, which are consistent with individual interest and capability.

· The right to physical exercise and leisure time activities.

· The right to have possessions appropriate to chronological age.

· The right to have freedom to practice and participate in the exercise of religion.

· The right to maintain personal appearance appropriate to ones: chronological age; practices of the community; personal preference; social and cultural background.

· The right to receive assistance in citizenship training and voting registration.

· The right to communicate and receive correspondence and to receive assistance as needed for same.

· The right to privacy.
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· The right to be protected from exploitation.

· The right not to be exposed to public view by photograph or other means without prior written consent.

· The right to prompt and appropriate medical care and treatment.

· The right to possess and dispose of personal property.

· The right to keep and manage his/her own funds unless requested otherwise in writing.

· The right to privacy and self-determination regarding release of information relevant to the individual's disability.

Your team leader or case manager will review with you further our human rights handbook and let you know who the human rights officers are at GROW Associates.
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11. Input 
It is the policy and practice of GROW Associates to encourage, solicit, and utilize input from program participants. The Agency values input from people in the program and utilize their input in decision-making. The primary methods of obtaining input include:

1. Advisory Committee - A committee of program participants headed by the Executive Director. The Executive Director selects the first participants and then elections are held every six months and those elected serve one-year terms.  This committee meets with management staff on a monthly basis.  They provide input and make recommendations to improve the agency.


2. Administration Meetings - Administrative staff meets with participants as a group on a regular basis (at least quarterly) to share information and obtain input.                             (10)



3. Program Survey - Surveys are distributed annually and input is used to improve the facility, programs and services. Much input is gathered informally, discussing a concern or suggestion with Supervisors, Case Managers or other Staff Members.

[image: image17.wmf]
VI. Policies
1. Hours

The facility is open from 8:00 A.M. to 4:30 P.M., Monday through Friday. Program hours are normally from 8:15 AM. - 2:45 P.M. However, this schedule is subject to change.
2. Breaks and Lunch

There are two (2) breaks for participants each day, one 15 minute morning break and one 30 minute lunch break. There are different break times divided between each program area.  An announcement will be given 5 minutes before the end of break to remind people to clean up or use rest the rooms in order for your return to the program on time.  There is coffee, soda, and for payment Bistro lunch available. You must provide break and lunch items if not purchasing a lunch, refrigeration is available to you.  You are expected to return to program activity on time after breaks.

3. Attendance and Punctuality

Participants are expected to attend the facility every day they are scheduled to participate. Excusable absences are illness, essential medical/personal appointments that cannot be scheduled after hours, and approved personal/vacation days. In the event of absence due to illness, you are responsible for notifying the Transportation Department by telephone between 6:30 A.M. - 7:30 A.M.  If you will be absent for an appointment you must let your case manager and team leader know 24hrs in advance. You are expected to report to the program on time, and must notify the Case manager by telephone if you expect to be late. [image: image18.wmf]Absences due to illness may require medical clearance before your return to work.
4. Holidays

Notices will be sent home with participants yearly and
prior to Holiday closings.  All Holidays coincide on the date designated by 

State or Federal guidelines.


                                             (11)
5. Vacation

All new Individuals to the program are eligible for 10 Vacation Days (unpaid) within their first year. An additional 5 Vacation Days will be allowed for anyone enrolled in the program for two years or more for a total of 15 Days (unpaid).   Two weeks advance notice needs to be provided to your Case Manager. 
**If you are a participant in the GROW Business and are a worker receiving regular schedule hour within these programs you are eligible for paid time off equal to the number of scheduled weekly hours worked in that business for the year. (You work 3 scheduled hours a week you can be paid for 3 hours of time).  Please see your case manager to determine your eligible paid time off.
6. Workmen’s Compensation Insurance

Everyone is covered by Workmen's Compensation Insurance (during the hours of paid worked time), which will pay for treatment of any injury due to an injury that occurred at the Facility or Agency Operated off-site work. All injuries must be reported immediately to your Work Supervisor or Case manager.

7. Cancellation of Work or Program

[image: image19.wmf]
In the event of an early closing due to weather conditions, extreme heat or humidity, insufficient heat to the building, or any other possible situations, families, residential programs, and funding sources will be notified and transportation service will be contacted by GROW.

Our safety policy requires that all individuals who are transported by GROW:

· Have walkways and driveways shoveled and salted if transportation is required from GROW.

· GROW drivers will only assist the Rider On and off the Van.

· If a rider requires assistance residential staff or a responsible person must escort the Rider to the van and from van to the house.

· During the morning transport, if the walkway or driveway is unsafe, for the safety of the rider, GROW will not pick-up.

· During the evening transport, if walk or driveway is unsafe, you will receive a call from GROW, if there is no response, the individual will be brought back to GROW, where he/she will wait to be picked-up by residential staff or a parent.  GROW closes for the day at 5:00 PM

Also, we are now using Phonevite as a notification process regarding weather related Late Transport/ Early Release/Closings- Please make sure GROW has the correct number for you. This call may not be identified as GROW-Associates since it is an outside phone service. We are still utilizing the GROW weather information line on our phone which can be accessed by pressing 2 after the welcome message on GROW's number (508-408-4210).

GROW Emergency Cell Phone: 508-649-3722 (Only for use during power outage or down phone system.) 
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8. Wage Information

Participants in our In-House Contracting operation are covered under the Agency's Work Certificate issued by the U.S. Department of Labor, allowing the payment of sub-minimum wages on a piece-work basis. Under these certificates, you are paid for the number of pieces you produce, based on the prevailing hourly wage for the particular task you are doing.  Client Workers/Participants in our In-house Contracting operation will receive an IRS 1099 form for payments they receive over $600.00 for piece-work in a calendar year.
Those participating in a GROW business, such as our luncheon Bistro or our landscaping service, are considered employees for scheduled hours worked and are paid an hourly wage.  Those wages are subject to Social Security and Medicare tax deductions, as well as to State and Federal income tax withholdings, if applicable.  At calendar year end, each worker is issued a federal W-2 form for the total amount of hourly wages received in the year.
If you receive Social Security benefits, it is your responsibility to notify the Social Security Administration that you will be earning a check.  If you need assistance with this, your Case Manager can assist you. Copies of “Going to Work,” a guide to social security benefits and employment, is available by speaking with your case manager.  
Payday is every other Friday for the previous 2-weeks of work:  Monday - Friday. Everyone is paid by check or direct deposit.

9. Visitors

Visitors are encouraged during Program Hours. In order to ensure time to accommodate visitors during Program Hours, advance notice is requested & appreciated of visitors during program hours should meeting space for privacy be desired.

As a Program/Vocational Facility we try to maintain the most work like atmosphere possible. We ask that visitors do not disturb production or work in progress; we will provide alternative space so that you may meet with your visitor. We ask that all visitors sign in/out at the front desk. 
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10. Release During Program Hours

If you are getting picked up during regular Program Hours, the person picking you up must report to the office and sign in.  In order to ensure everyone’s safety your Case Manager or Team Leader is then notified in order to verify the identity of the person and that they have authority to have you released.   If the person or the request for release does not appear legitimate, the request for release is denied until authorization can be obtained from the Individual’s, Guardian, Family, Residential Program, or Service Coordinator.  If release is denied, the Human Rights Officer and emergency contacts will be notified and an incident form filed. A responsible party must sign out all Individuals being picked up.

11. Disciplinary Actions, Suspensions, and Terminations

The Agency maintains specific rules of conduct. These rules of conduct are in place to protect the safety of everyone working and receiving services in the Facility. You may be subject to disciplinary action if you break the rules.

When an individual receiving services is involved in an infraction of the rules, appropriate vocational counseling/training must be provided to ensure that the person understands the impact of his/her behavior on others and the potential consequences of the behavior.

Disciplinary Actions - Disciplinary Action usually occurs in the order below.  For serious infractions or those that pose a safety risk may result in suspension without a prior verbal or written warning. All due process will be followed based on the individual and the individual infraction – Individuals are ensured due process and can follow GROW’s policy on Complaints and Grievances. 
1.
Verbal warning - the infraction is explained and expectation that the rule will not be broken again or further action may be taken.

2.
Written warning - Warning is documented in the record with both the Individual and Case Manager Signature indicating an understanding that further problems may result in further disciplinary action.

3.
Suspension - Loss of work time privileges for a period of time; ½ day to full days either in house or at home. All due process will be followed to ensure the individual’s rights are not impeded.  If an Individual is suspended from the program the appropriate Funding Agency representative must be notified. Physical violence towards individuals or staff is grounds for immediate suspension from the program and a Team Meeting will be called to discuss each situation.

4.
Termination - In the case of a severe infraction or repeated suspensions for infractions of the rules, an individual may be terminated. The Executive Director in consultation with the program managers will make the decision of termination for infractions of rules. A team meeting will be called prior to termination and all team members must be notified.
If a termination is recommended for a program participant, following Team Meetings, appropriate consultations and any other attempts to provide the Individual the supports necessary to maximize success in the program, the Individual will be notified in person and a Team Meeting will be held, in order to facilitate future program planning for the individual. A written termination report will also be completed.      (14)
Individuals may appeal a suspension/termination decision through grievance procedures. During the appeal process the Individual may- not continue to attend the program except in cases where the Executive Director decides that continued attendance is not detrimental to the Individual and/or Others. 
12. Complaints and Grievances:
[image: image22.wmf]Policy: GROW Associates, Inc. respects the human and civil rights of all persons, including the right to be free of unlawful discrimination based on race, creed, citizenship, national origin, sex, age, religion, physical or mental handicap, and degree of physical or mental handicap. GROW Associates, Inc. understands that in the normal course of events, disputes will arise.  It is the policy of the GROW Associates, Inc. to seek to affirm, promote and protect the rights of the individuals who have disabilities and participate in the services and supports of the organization.  

Therefore to this end, GROW Associates, Inc. shall promote the right of an individual to express their dissatisfaction or concerns with any condition, situation or issue within the scope of the organization’s programs.

Further, GROW Associates, Inc. shall attempt to resolve all disputes, questions, or disagreements arising from or related to the services and supports in a fair, open, and non-bias method. Toward this effort, GROW Associates, Inc. shall attempt to reach a solution within the specified period. GROW Associates, Inc. shall ensure all parties in the dispute receive appropriate notice of the procedures and outcomes of the dispute.  All complaints are to be reviewed annually by the Executive Director and/or his/her designee to identify trends and areas in need of improvement.  The Executive Director and/or designee are responsible for a plan of actions to be taken for improvement.   

Procedure: A complaint is defined as dissatisfaction with a condition, situation, or issue within the scope of the facility’s programs. If at any stage the complaint is identified as a case of abuse or mistreatment or a human rights issue, the appropriate external reporting will occur.  Abuse/Mistreatment: The following steps are the procedure for handling participant complaints:

Step 1 - Individual reports the complaint to the immediate direct service staff, which is responsible for completing or assisting the person to complete a Request for Change in Services form and clearly identifying the complaint and all individuals involved. The direct service staff may attempt to resolve the complaint, and will record attempted resolutions on the form as to whether the individual accepted or unaccepted the proposed resolution. The form is submitted to the individual's Case Manager immediately.

Step 2 - The Case Manager reviews the Request for Change in Services. If the individual has accepted a resolution by the direct service staff, and the Case Manager feels the resolution is satisfactory, the Request for Services is submitted to the Human Rights Officer.

Step 3 - If the complaint remains unresolved, the Case Manager shall meet with the individual within 24 hours of submission and attempts to resolved complaints by developing alternative resolutions and acceptable solutions. The Case Manager shall note on the Request for Changes in Services all attempted resolutions. If the complaint is resolved, the Request for Changes in Services is submitted to the Human Rights Officer.    
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Step 4 - Complaints that are not resolved by the Case Manager are submitted to the Program Manager/Director or the Associate Executive Director if the Manager/Director is the Case Manager, for resolution within 24 hours of submission. If resolved, the Request for Changes in Services is submitted to the Human Rights Officer.

Step 5 - Unresolved complaints are submitted to the Executive Director for final decision within 24 hours of submission. The Request for Changes in Services is submitted to the Human Rights Officer for approval

Step 6 - Resolved complaints from Steps 1 - 5 are submitted to the Human Rights Officer for review of the resolution and logging of the complaint and resolution on the Complaint Resolution Log. The Human Rights Officer is responsible for insuring that all complaints are resolved satisfactorily, and for determining whether an unresolved complaint constitutes a grievance.

An individual may choose to file a grievance when he/she is not satisfied with the resolution of the complaint.
GRIEVANCES

A grievance is defined, as an alleged violation of rights or any conditions an individual feels is unjust or inequitable. The Human Rights Officer is responsible for assisting the individual in filing a grievance, and insuring that all grievances are resolved fairly and equitably. The Human Rights Committee will be notified of any grievance, and the individual involved may request to have representation from the Human Rights Committee at any time during the grievance resolution. The following steps are the procedure for handling grievances:

Step 1 - Grievances are recorded on the Grievance Report – Form A-08-0043, by the individual and Human Rights Officer and submitted to the Executive Director. The Executive Director will review the grievance, interview involved parties, including the individual and Human Rights Officer, and formulate a decision within 24 hours of submission. The Executive Director will review the resolution with the individual and Human Rights Officer, and if acceptable the individual will sign the Grievance Report.

Step 2 - Unresolved grievances, or grievances involving the Executive Director personally, will be referred to the Human Rights Committee who will meet with the Executive Director, individual, Human Rights Officer, and any other involved parties within 24 hours of submission. The Committee's decision, by majority vote, will be communicated verbally to the individual at that meeting with written follow-up documentation within 72 hours. Any party aggrieved by the Human Rights Committee can appeal the finding to the Board of Directors for a final decision.  The Human Rights Officer will maintain a file of all complaints and grievances and will report such to the Human Rights Committee on a quarterly basis.  Every step in the complaint and grievance procedure will be handled in a timely manner within the stated time guidelines. Clients will not suffer any retaliation or barriers to service for accessing the complaint procedure.  Complaint forms are readily available to clients, from the Program staff or Human Rights Officer and are written in terms understandable to the person being served.  The Human Rights Officer will inform clients of the availability of advocates &/or assistance for filing complaints and grievances and shall have access to self help & advocacy services.  Clients will have access to information to facilitate decision making and Informed consent or refusal of expression of choice.  These rights are communicated to persons being served, in a meaningful way, prior to the beginning of service, at the initiation of service delivery, annually.  The policy and procedure will be available at all times for review & clarification by any participant.  All complaints and grievances will be treated as any other confidential information, respecting the right of privacy.  The complaint file will be reviewed annually by the Executive Director who will analyze and incorporate the data into the annual management report, identifying problem areas and corrective measures to be taken.  

VII. General Work Rules

1. Hygiene and Grooming

People are expected to be well groomed, clean, neat and appropriately dressed for the specific program or work setting. Anyone not meeting appropriate hygiene or grooming standards may be sent home to bathe or change clothes and may return to the program once the standards are met. For those Individuals with ongoing hygiene/grooming problems, an individual plan may be developed to address the issue.
[image: image23.wmf]
For safety purposes you must wear shoes that cover your foot (toes and heel must be covered).  When assigned to machinery you may be required to tie your hair back, remove long necklaces or bracelets, tuck in or remove any loose clothing that may get caught in moving parts of the machine.

2. Job Assignment

The Case Manager or Operations Manager based, on your program plan and production demand assigns people to jobs.  Everyone is expected to accept job assignments and work their best on each job. You do have the right to refuse to work on specific job but there may not be an alternative job available. You then will be asked to participate in a non-work activity.  Specific job assignments or changes may be requested by you to your Team Leader or Case Manager.  While participating in the evaluation you will be assigned to a variety of tasks to help identify your strengths and preferences.  If you see a job that interests you make sure to talk to your Case Manager, so that you get a chance to try it.  
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3. Types of Jobs
[image: image24.wmf]The facility does a wide variety of sub-contracting work for industry including assembly, packaging, inspection, collating, heat sealing, and labeling. Work sub-contracted by the facility is representative of the types of tasks done in many area industries. In addition to production work other jobs regularly available in house and/or off-site include janitorial, material handling, and maintenance. Community work sites may be developed in other job areas on an individual or crew basis according to each person’s plan.
4. Work Station
People are assigned to an area to do their job. Assignments often change with job assignment. You are expected to notify the team leader prior to leaving your area. This is a safety measure if we need to evacuate in the event of an emergency we will know where to find everyone.   You are responsible to keep your area neat and clean.
[image: image25.wmf]
5. Team Leader/Job Coach

[image: image26.wmf]Everyone is assigned to a Team Leader/Job Coach who is responsible for training, quality control, supplying of work materials, and crediting for the work completed. The Team Leader/Job Coach is also responsible for helping you to meet your individual goals (from your ISP plan).  Team Leaders provide daily notes/situational assessments. If you have any questions or problems you should talk to your Team Leader.
6. Daily Time Slips

Everyone should report to his or her Team Leader upon arriving at the program, you should ask what your assignment will be or check the production board for work available. Team Leader can help.  A Team Leader/Job Coach will complete the job description/instruction sheet.   Your Team Leader will give you credit for the work you complete on daily time slip.  You will be asked to let your Supervisor know if you change assignments during the day, or if you leave for an appointment.   It is important to let your Team Leader know your counts at the end of the day.  These time slips get turned into the office and are used to calculate your check.

                                          (18)
[image: image27.wmf]
7. Quality of Work

[image: image28.wmf][image: image29.wmf]Every one is expected to perform their assigned jobs with acceptable quality.  Your job coach will train you in the quality standard of the job and will inspect your work.  You will receive credit for work that is done correctly.  If rejects are found they will be given back to you to fix before you will get credit.  Team Leaders’ will also provide re-training in order to help you to perform good quality work.
8. Telephone
[image: image30.wmf]Use of the Facility telephone is limited to emergency and essential calls only, with permission granted by the Team Leader.   There is a phone located in the front office that can be used for personal calls during scheduled breaks, or before or after program hours. Cell phones are to be left off during program hours and only to be used at break times. If the cell phone interferes with the program you will be asked to leave it at home.
9. Job/Slow down

[image: image31.wmf]In the event there are no available jobs, alternative activities may occur. We will provide you with opportunities of your interest during this time. It is your right not to participate but we encourage you to do so to gain more skill or to improve on skills.   

10. Late Arrival/Early Dismissal
Anyone who arrives late or plans to leave early for any reason must report to his or her Team Leader/Case Manager. The Case Manager will approve/disapprove the request, and record the appropriate times and reasons on the Daily Time Sheet.
11. Leaving Facility Premises

Anyone wishing to leave the premises independently during program hours may do so provided that his/her case record or Individual Service Plan indicates that the Individual is authorized to do so, or has the necessary safety skills. Referrals and training for safety skills are available within the program. If an individual does leave during program hours he/she must notify the Team Leader/Case Manager and sign out with the receptionist. Only those with written permission will be allowed to leave unaccompanied.
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VIII. Safety
1. SAFETY REGULATIONS

Safety is everyone's responsibility. The Safety Committee conducts monthly inspections and quarterly meetings to ensure safety standards are being met. To avoid potential accidents, please follow these safety regulations carefully:

[image: image3.wmf]
a.
Report all injuries to your Team Leader.

b.
Report all safety hazards immediately.

c.
Smoking is not allowed in the Agency building.

d.
Do not use any equipment or tools without permission and training from your Team Leader. Follow safety methods in all equipment and tool use. Do not use equipment without safety guards.

e.
Know and understand the Fire Emergency and Drill Evacuation Procedure. Any questions should be directed immediately to your Team Leader. Follow all Fire Emergency and Drill Evacuation Procedures.

f.
Do not run in the facility. Walk at all times.

g.
Keep aisles clear and unobstructed.

h.
Keep workstations clean and organized.           (20)
i.
Dispose of all trash properly.

j.
Wear appropriate footwear. High heels, open toed shoes, and sandals expose your feet to injury, and are not allowed.

k.
Goggles, gloves, and other specialized apparel are to be worn at certain job stations, as directed by your Team Leader.

[image: image33.wmf]
2. First Aid
Qualified personnel may administer Emergency First Aid at the Facility. Our Agency Nurse is available to assist in assessment of all injuries.  Any injured person requiring further treatment will be transported to the local hospital or medical center. All injuries must be reported to your Team Leader/Job Coach immediately.
[image: image34.wmf][image: image35.wmf]
3. Fire Emergency(s) and Drill Evacuation Procedure

In the event of an emergency, you will be required to evacuate the building. The alarm is a loud siren, which will sound continuously until the building is evacuated. When the alarm sounds, leave the building immediately via the assigned Emergency Exit Route.

Your Team Leader will let you know how to evacuate the building from your area.  Emergency Evacuation Drills are run monthly to practice the procedures. You are expected to respond immediately and calmly, and to follow the required procedures. It is important to walk not run, in any drill or real emergency. Upon exiting the building, proceed to the far end of the parking lot with your supervisor and wait for further instructions.                     (21)
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4. Material Safety Data Sheets (MSDS)

Material Safety Data Sheets (MSDS) are maintained on file for all products copies of all MSDS are posted in the Posting Board or closets where supplies are kept.  These safety sheets provide information regarding the product and how it can affect your health.  It is important that you let your case manager know if you have any allergies or other medical conditions.

It is the responsibility of the assigned Team Leader and Manager to assure that all workers who use these products are aware of any potential hazards and that appropriate precautions for handling are uniformly observed. In general, these precautions include:

[image: image37.wmf]
1.
Dust Masks - 
[image: image38.wmf]
2.
Aprons - 
 3.
Exhaust Fans -
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4.
Gloves -
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5.
Safety Glasses - 
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6.
Containers 
7. Soaked rags/paper - may be capable of spontaneous combustion - dispose in metal container (rags) and outside dumpster (paper).

[image: image41.wmf]
8.
Always wash hands thoroughly before and after handling all products.

5.
Holidays.
GROW is closed for the following Holidays

New Years Day


Labor Day

Martin Luther King Jr. Birthday
Columbus Day

Presidents Day


Patriot’s Day


Thanksgiving and Day After

Memorial Day



Christmas Day
Independence Day

 GROW's yearly calendar will be posted and sent out prior to the first of each Calendar Year. Dates above are subject to change.

GROW Association

Membership Types

Consumer Membership

Consumer membership is open to those who are directly served by GROW Associates, Inc. Consumer members will not be required to pay dues and will be considered a member in good standing while serviced by GROW. Consumer members have the following privileges and rights in the Association:

· to attend any regular or special meeting of the Association.

· to address any regular or special meeting of the Association.

· to receive GROW Notes

· to receive discounts on specific items and/or events

· to vote at any regular or special meeting of the Association

· to vote on matters before the membership

· to count towards the establishment of a quorum at a regular or special  meeting

· to be eligible to serve as a Liaison to the Board of Directors

· to place names in nomination for director other than their own

· to propose amendments or repeal of the by-laws

Consumer members are not eligible to become a member of the Board of Directors 

IMPORTANT PHONE NUMBERS AND CONTACTS:

GROW 508-408-4210
Fax: (508) 408-4215
Website: www.grow-associates.org

Email: info@grow-associates.org
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Grievance Form

Name:
_____________________________________________ Date: ___________________________

Address: _____________________________________________________________________________

DOB: _______________________________________________________________________________

Case Manager (s):_____________________________________________________________________

Grievance:  

____________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

____________________________________________________________________________________________________________________________________________________________

Signature of Individual______________________________________ Date: _____________________

(or Person Making the Report)   Relationship to Individual: _________________________________      

Signature of Human Rights Officer: ____________________________ Date: _____________________     

Reviewed by Executive Director: ______________________________Date:_____________________

                                                                           Signature

Investigative Findings:_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________


 Resolution: ________________________________________________________________

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________ If Resolved:  Signature of Individual_______________________________Date:__________________ (or Person Making the Report) Relationship to Individual:_________________________   Unresolved:

      Referred to Human Rights Committee____________________Date:_______________Committee Decision (Attach documentation):____________________________Date:________________
Appealed to Board of Directors: _____________________________________Date:_______________

Board Decision (Attach documentation):________________________________Date________________

Form: A-08-0043


