
 

          Grievance Procedure 
 
Name(s) _______________________________________________________ 
 
America World is committed to the continual improvement of our services. We highly value the opinions of others, and we 
want to honor God by being good stewards of the work He has entrusted to us. Prospective and Adoptive parents, birth 
parents, adoptees, or any other person affected by the services and activities of America World, have the right to lodge a 
complaint directly with America World regarding any issue or aspect of the agency’s work (including those related to 
America World’s use for supervised provides) that he or she believes raise an issue of compliance with the Hague Adoption 
Convention, the Intercountry Adoption Act, the Universal Accreditation Act, or the implementing regulations. Below are 
steps that should be followed if you have a grievance arising out of the services provided by America World: 
 

1) To submit a complaint, we have provided a “Grievance Procedure Form” to facilitate the complaint submission. 
Please request a copy of this form if you cannot find the one you were provided. Complainants are also welcome 
to submit a complaint in any written format via email, letter, or in person. Complaint should be physically or 
electronically signed and dated. 

2) Submit the complaint directly to the staff person complainant has concerns with, a Family Coordinator, or a 
Program Director. You are welcome to attach any evidence (i.e., faxes, emails, letters, bills, etc.). 

3) America World’s Performance and Quality Improvement (PQI) Team will review the complaint and propose a 
response and resolution within 30 days of receipt. America World will provide an expedited review if it is determined 
that the complaint is time-sensitive or involves an allegation of fraud. The proposed resolution will be presented in a 
formal, signed letter.  

4) If complainant is dissatisfied with the response and proposed resolution, complainant may request another review 
of the matter by filing a second Grievance Procedure Form. America World’s CEO and Board of Directors will 
review the second grievance and provide a written response within 30 days.  

5) If complainant is dissatisfied with the response from the CEO and Board, complainant may file a complaint directly 
with the U.S. Department of State’s “Hague Complaint Registry,” accessible at the following link: 
http://adoption.state.gov/hague_convention/agency_accreditation/complaints.php. 

 
America World’s Performance and Quality Improvement (PQI) Team  
America World’s PQI Team drives the ongoing quality improvement initiatives at America World and manages the 
complaint process. The PQI team meets regularly to review agency and stakeholder data to identify trends and propose 
opportunities for systemic improvements. The PQI Team maintains a written record of each complaint received and the 
steps taken to investigate and respond to it. American World makes these records available to the accrediting entity or the 
Secretary of State upon request. The PQI Team provides to the accrediting entity and the Secretary of State, on a 
semiannual basis on April 1 and October 1, a summary of all complaints received during the preceding six months. The 
information provided includes the number of complaints received, how each complaint was resolved, an assessment of 
any discernible patterns in complaints, and information about the systemic changes made or planned by the agency in 
response to such patterns.  
 
Refund Requests 
If you solely have a request for a refund that falls outside our standard Refund Policy and Procedures and have no intention 
of filing a complaint with the agency, please direct your refund request to your agency representative. The request will be 
managed by the Program Director and you will be provided with a final written determination within 30 days. At any point 
during or after the refund request process, you are welcome to file a complaint using the above procedures. If your refund 
request includes any communication that appears to be a complaint about the agency or its supervised providers, it will be 
treated as a complaint and will follow the procedures above.  
 
All complaints will be handled in a professional and Christ-honoring manner. America World expressly prohibits any actions 
intended or appearing to discourage a client or prospective client from or retaliate against a client or prospective client for: 
making a complaint; expressing a grievance; providing information in writing or interviews to an accrediting entity on the 
agency's performance; or questioning the conduct of or expressing an opinion about the performance of an agency. No 
adoption process will be negatively impacted if you choose to take advantage of the grievance process. It is our hope that 
all parties involved will be satisfied that their concerns are understood, and any issues are resolved.     
 
I have read and understand the America World Grievance Procedure: 
 
___________________________________ ____________  ___________________________________ ____________ 
Signature    Date   Signature     Date 

http://adoption.state.gov/hague_convention/agency_accreditation/complaints.php
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Date:  __________ 
 
Name of Person(s) filing Grievance:  ________________________ 
 
Description of Grievance (please attach letter if more space is needed): 
 
 
 
 
 
 
If Grievance was caused by a specific event, please fill in the following details: 
 
Date:  _________ 
 
Time:  _________ 
 
Place:  _________ 
 
 
Signature of Person(s) filling out report: ___________________________ 
 
-------------------------------------------------------------------------------------------------------- 
 
For office Use Only: 
 
What was done to remedy grievance? 
 
 
 
Date client/staff informed of resolution:  __________ 
 
What were client/staff feelings about resolution? 
 
 
Signature of Agency Representative:  _________________ Date: _______________ 
 
Date of Grievance review:  __________ 
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