City of Philadelphia
Department of Behavioral Health and Intellectual disAbility Services
DBHIDS Quality Management and Compliance (QMacC) Unit

DBHIDS Formal Complaints

What Is a Formal Complaint?

A formal complaint is a dispute or objection about the coverage, operations, or management of behavioral
health providers or programs contracted with DBHIDS. It also includes concerns about DBHIDS employees or
DBHIDS practices.

Who Can File a Complaint?
Individuals receiving services, contracted providers, and Philadelphia residents can file complaints against
DBHIDS-contracted providers or DBHIDS practices and employees.

How the Process Works

The DBHIDS Formal Complaint Policy ensures fairness for all individuals receiving services and requires
providers and programs to remain responsive to participants’ needs. All complaints are reviewed, tracked, and
monitored by the Compliance Program.

Individuals may also submit Anonymous Complaints, but they will not be notified of the outcome of the review
or investigation.

How to Submit a Formal Complaint
All complaints must be submitted using the DBHIDS Formal Complaint Submission Form (available online or in
print).

Print Version Online Version

Eligible individuals may also appoint a personal representative using the Personal Representative Appointment
Form. For additional information or assistance submitting a Formal Complaint, please contact the DBHIDS
Compliance Program:

e Telephone: (215) 685-5458

e Toll-free: (888) 686-6332

e Fax: (215) 685-5580

e Email: DBHIDS.Complaints@Phila.gov

e Mail: Attn: DBHIDS Formal Complaints; 1101 Market St., 7t Floor, Philadelphia, PA 19107
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