Hillside Manor P.C.H. Inc.

Resident-Home Contract
Addendum B
Complaint Procedures

Prior to admission, the home shall inform the resident and the resident's designated
person of the right to file and the procedure for filing a complaint with the Department's
Personal Care Home Regional office, Local Ombudsman or Protective Services unit in the
Area Agency on Aging, Pennsylvania Protection & Advocacy, or law enforcement agency.

The home shall permit and respond to oral and written complaints from any source regarding
an alleged violation of resident rights, quality of care or other matter without retaliation or
the threat of retaliation.

If a resident indicates that he/she wishes to make a written complaint, but needs assistance
in reducing the complaint to writing, the home shall assist the resident in writing the
complaint.

The home shall ensure investigation and resolution of complaints. The home shall
designate the staff person responsible for receiving complaints and determining the
outcome of the complaint.

Within 7 days after the submission of a written complaint, the home shall give the
complainant and, if applicable, the designated person, a written decision explaining the
home's investigation findings and the action the home plans to take to resolve the complaint.
If the resident is not the complainant, the affected resident shall receive a copy of the
decision unless contraindicated by the support plan. If the home's investigation validates
the complaint allegations, a resident who could potentially be harmed or his/her designated
person shall receive a copy of the decision, with the name of the affected resident removed,
unless contraindicated by the support plan.

The telephone number of the Department’s personal care home regional office, the local
ombudsman or protective services unit in the area agency on aging, Pennsylvania Protection
& Advocacy, the local law enforcement agency, the Commonwealth Information Center and
the personal care home complaint hotline shall be posted in large print in a conspicuous

and public place in the home.
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