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SERENDIPITY CENTER, INC.
POLICIES AND PROCEDURES

GRIEVANCES

It is the goal of Serendipity staff to listen to all concerns brought forward by students and family members, and to 
resolve these concerns in ways that are satisfactory to all parties.  Serendipity is committed to the following:

1. Maintaining an environment that is inclusive of families. 
2. Adhering to practices that are consistent with Special Education statutes protecting parent/student rights and the  
 practices specified in our contractual arrangements with the CCO’s.
3. Modeling, through our policies and interactions, methods of effective conflict resolution that rely upon respectful  
 communication and creative options. 

Parents are informed of our policies and commitments in this area in the following ways:
1. Student/parent handbook contains the Rights and Responsibilities of families.  The handbook welcomes parent to  
 schedule visits to our program. Conferences to review progress or discuss concerns are quickly scheduled at the   
 parent’s request. 
2. The Member Concern/Complaint procedures, along with Concern/Complaint forms, are posted in each of the   
 conference rooms. 

Complaints/concerns are handled in the following manner:
1. The Principal, Treatment Director (or their designee) is notified of concern by the case manager or teacher. A   
 problem solving meeting is convened. Invited to this meeting are the parents, district representative, Serendipity   
 case managers, Serendipity administrator, county or other agency case manager (if one exists), and other 
 members of the child’s service team.  Concerns are discussed and a plan to address the concerns is designed.    
 This plan is documented on the IEP  Review form that is added to the IEP and initialed by all participants. 
2. Serendipity’s Treatment Director maintains a file of concerns/complaints that have been documented using the   
 process discussed above.  The Treatment Director submits a monthly complaint log.
3. Should the concern not be resolved in the meeting or by the plan made to address the concern, parents are   
 reminded of the option to inform their CCO of the problem and will be given assistance, if needed, in completing  
 this procedure in accordance with OAR 309-016-0140 through 309-016-0210.  At this point, the school district   
 representative may also offer information and assistance in activating problem solving/due process procedure in  
 accordance with district policy.
  
A student or parent who has a concern involving a Serendipity staff member or policy should inform their case 
manager or Serendipity’s principal.  A student and/or parent with a complaint regarding possible discrimination of a 
student on the basis of sex should contact Serendipity’s principal.  If the concern is not addressed to the satisfaction 
of the student and/or parent/guardian, grievance forms are available in our conference rooms or by request.  A 
grievance form activates a process of investigation, documentation, and attempted resolution.

In investigating concerns or complaints, confidentiality will be maintained to the extent possible.  The educational 
assignments or study environment of the student shall not be adversely affected as a result of the good faith report-
ing of concerns.


