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•

Describe the purpose and intent of the Complaint Resolution an

d State Hearing processes.

•

Use course materials as references to respond to general quest

ions about the processes

and/or refer questions to the appropriate party.

General Process Overview

General Process Overview

Learning Objectives

At the conclusion of this lesson, you should be able to:

The decisions you make and work you complete every day

Lesson One

have a direct or indirect impact on our customers.

Please click the 

Next

Next

button to continue to the next slide.

The Complaint Resolution and State Hearing 

processes help ensure good customer service.  This is 

why you should know how complaints are brought 

forward and resolved.  It is important every child 

support worker is able to apply this knowledge to their 

work. 

This training course discusses activities that must 

occur once a customer presents a complaint to a child 

support organization.

Tip

Tip

It is recommended 

you locate the process 

map in the Lesson One 

section of the Student Tool 

Book and refer to it 

throughout this lesson.


You are now beginning Lesson One, General Process Overview.  Lesson One provides an overview of the complaint resolution and state hearing processes.  

The decisions you make and work you complete every day have a direct or indirect impact on our customers.
 

The complaint resolution and state hearing processes help ensure good customer service.  This is why you should know how complaints are brought forward and resolved.   It is important every child support worker is able to apply this knowledge to their work.  This training course discusses activities that must occur once a customer presents a complaint to a child support organization.

Learning Objectives
 

At the conclusion of this lesson, you should be able to:
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Describe the purpose and intent of the complaint resolution and state hearing processes.
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Use course materials as references to respond to general questions about the processes and/or refer questions to the appropriate party.

 

TIP = It is recommended you locate the process map in the Lesson One section of your Student Tool Book and refer to it throughout this lesson.
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General Process Overview

In 1999, a Bureau of State Audits report found that the child su

pport enforcement program 

in California was lacking in many areas, including a sense of ov

erall vision and uniformity of 

practice.

In response to the desire to improve quality of service and the 

identified need for a uniform 

statewide mechanism for receiving and resolving complaints from 

Custodial Parties (CP) 

and Non

-

Custodial Parents (NCP), the California Legislature passed and t

he Governor 

signed Assembly Bill 472 (AB 472) in 1999.

The intent of the bill was to improve service to CPs and NCPs, i

ncrease accountability, and 

provide a source of information about the overall effectiveness 

of the child support program.

The bill was part of a package of legislation that created the C

alifornia Department of Child 

Support Services (DCSS) and transferred responsibility for local

oversight from the District 

Attorney

’

s Office to the new State department.  DCSS was required to have

a complaint 

resolution and state hearing process in place by July 1, 2001.

The DCSS has prepared regulations that set forth the operational

procedures and 

requirements for Complaint Resolution and State Hearing program 

administration.  This 

course has been prepared to support the implementation of those 

regulations.  Refer to 

CSS letter 01

-

20 dated July 25, 2001 for information about issue resolution.  

Let

’

s turn our 

attention now to a global view of the processes themselves.

Lesson One

Please click the 

Next

Next

button to continue to the next slide.


In 1999, a Bureau of State Audits report found that the child support enforcement program in California was lacking in many areas, including a sense of overall vision and uniformity of practice. 

 

In response to the desire to improve quality of service and the identified need for a uniform statewide mechanism for receiving and resolving complaints from Custodial Parties (CP) and Non-Custodial Parents (NCP) -- the California Legislature passed and the Governor signed Assembly Bill (AB) 472 in 1999.

 

The intent of the bill was to improve service to CPs and NCPs, increase accountability, and provide a source of information about the overall effectiveness of the child support program.

 

The bill was part of a package of legislation that created the California Department of Child Support Services (DCSS) and transferred responsibility for local oversight from the District Attorney’s Office to the new State department.  DCSS was required to have a complaint resolution and state hearing process in place by July 1, 2001.  

 

DCSS has prepared regulations that set forth the operational procedures and requirements for complaint resolution and state hearing program administration.  This course has been prepared to support the implementation of those regulations.  You should refer to CSS Letter 01-20 dated July 25, 2001 for information about issue resolution.  Let’s turn our attention now to a global view of the processes themselves.
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General Process Overview

The processes have at their core a contention from a CP or NCP t

hat a IV

-

D action/inaction 

is inappropriate.  This lesson takes you on a tour of the compla

int resolution and state 

hearing processes.  There are 6 stops on our tour:

Lesson One

Complaint Resolution 

–

Six Steps

Filing a 

Complaint

Complaint Review

Filing & Preparing 

for a State Hearing

Complaint 

Investigation

State Hearings

Appeals

Please click the 

Next

Next

button to continue to the next slide.

Step One

Step Two

Step Three

Step Four

Step Five

Step Six

If at any point during the Complaint 

Resolution or State Hearing processes 

the complainant is satisfied that their 

concerns have been addressed, the 

cycle ends and the complaint can be 

closed.


Complaint Resolution – Six Steps

The processes have at their core a contention from a CP or NCP that a IV-D action/inaction is inappropriate.  This lesson takes you on a guided tour of the complaint resolution and state hearing processes.  There are six stops on our tour:

 

1.  Filing a Complaint

2.  Complaint Review

3.  Complaint Investigation

4.  Filing & Preparing for a State Hearing

5.  State Hearings

6.  Appeals 

 

If at any point during the complaint resolution or state hearing processes the complainant is satisfied that their concerns have been addressed, the cycle ends and the complaint can be closed.
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Lesson One

Please click the 

Next

Next

button to continue to the next slide.

A complaint can be filed almost any time a customer is dissatisf

ied with a child support 

action or inaction of the LCSA or FTB.  A concern/issue becomes 

a complaint at the point a 

customer states that he/she wants to file a complaint.

Step One 

–

Filing a Complaint

At the point where the customer 

–

a CP or NCP 

–

files a complaint, he/she receives the 

added distinct and temporary title of “

complainant.

”

What constitutes a complaint?  A complaint is a verbal or writte

n statement of a dispute the 

complainant feels is unresolved and, for which the complainant i

s requesting resolution.  In 

order for such a complaint to fall within the jurisdiction of th

e complaint resolution process, it 

must be about an action or inaction of the Local Child Support A

gency (LCSA)

or the 

Franchise Tax Board (FTB), concerning a child support case.

by a CP or NCP

Such a statement must be made 

within ninety (90) calendar days

after the complainant 

knew or should have known of the action or inaction that is the 

subject of the complaint.


Step One – Filing a Complaint by a CP or NCP
What constitutes a complaint?  A complaint is a verbal or written statement of a dispute the complainant feels is unresolved and, for which the complainant is requesting resolution.  In order for such a complaint to fall within the jurisdiction of the complaint resolution process, it must be about an action or inaction of the Local Child Support Agency (LCSA) or the Franchise Tax Board (FTB), concerning a child support case. 

 

At the point where the customer - a CP or NCP - files a complaint,  he/she receives the added distinct and temporary title of “Complainant.”

 

A complaint can be filed almost any time a customer is dissatisfied with a child support action or inaction of an LCSA or FTB.   A concern/issue becomes a complaint at the point a customer states that he/she wants to file a complaint.  

 

Such a statement must be made within ninety (90) calendar days after a complainant knew or should have known of the action or inaction that is the subject of the complaint.
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Once a complainant states that he/she wants to 

file a complaint, he/she should be encouraged, but 

is not required, to document their complaint on the 

“Request for Complaint Resolution,” form LCR001.  

But a complaint 

can

be submitted verbally or in 

writing.

•

Written complaints can come in two

forms 

–

either on the form LCR001 or

any other document.  With written

complaints, the complaint receipt date is

the date the LCSA receives the form or

written document.

•

The LCSA must, 

within five (5)

business days

of this date, complete

and send to the complainant the form

LCR002, along with a blank form SH001.

•

If a customer submits a verbal

complaint, the complaint receipt date is

the date the LCSA receives the verbal

complaint information.

•

In such cases, 

within five (5) business

days

the LCSA must:

1.  Document the complaint information

onto the form LCR001, and 

2.  Complete the “Complaint

Acknowledgement,” form LCR002,

and

3.  Mail copies of both documents, along

with a blank “Request for State

Hearing,” form SH001, to the

complainant.

General Process Overview

General Process Overview

Verbal 

Complaint

Written 

Complaint

Step One 

–

Filing a Complaint

How are complaints received?

Please click the 

Next

Next

button to continue to the next slide.

Lesson One


Step One – Filing a Complaint
How Are Complaints Received?
Once a complainant states that he/she wants to file a complaint, he/she should be encouraged, but is not required, to document their complaint on the “Request for Complaint Resolution,” form LCR001.  But a complaint can be submitted verbally or in writing.

Verbal Complaint

If a customer submits a verbal complaint, the receipt date is the date the LCSA receives the verbal complaint information. 

In such cases, within five (5) business days the LCSA must:
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Document the complaint information onto the form LCR001, and
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Complete the “Complaint Acknowledgement,” form LCR002, and

[image: image11.png]



Mail copies of both documents, along with a blank “Request for State Hearing,” form SH001, to the complainant.

 
Written Complaint
Written complaints can come in two forms – either on the form LCR001 or any other written document.  With written complaints, the complaint receipt date is the date the LCSA receives the form or written document.  

The LCSA must, within five (5) business days of this date, complete and send to the complainant the form LCR002, along with a blank form SH001.
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•

Complaints arising from custody and/or child visitation determ

inations.

•

Complaints arising from the review of a court order for child 

and/or spousal support,

or a court order or equivalent determination of paternity.

•

Complaints challenging the amount of child support or child su

pport arrears set by a

court.

•

Child support matters which must, by law, be addressed by the 

court, unless the 

same law specifically provides for an administrative review.

•

Complaints that, by law, must be resolved so quickly that goin

g through the

complaint resolution process would jeopardize the CP’s or NC

P’s rights.

General Process Overview

General Process Overview

Issues Outside of the Complaint Resolution Process

While complaints can be filed on any action or inaction of the L

CSA and/or FTB, there are 

issues that 

cannot

be resolved through this process.  These include:

Step One 

–

Filing a Complaint

Lesson One

Please click the 

Next

Next

button to continue to the next slide.

Complaints should be reviewed during Step Two, Complaint Review 

and Investigation, to 

ensure the subject of the complaint falls within the jurisdictio

n of the complaint resolution 

process. 


Step One – Filing a Complaint
Issues Outside of the Complaint Resolution Process
While complaints can be filed on any action or inaction of the LCSA and/or FTB, there are issues that cannot be resolved through this process.  These include:
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Child support matters which must, by law, be addressed by the court, unless the same law specifically provides for an administrative review.
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Complaints challenging the amount of child support or child support arrears set by a court.
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Complaints arising from the review of a court order for child and/or spousal support or a court order for equivalent determination of paternity.
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Complaints arising from custody and/or child visitation determinations.  
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Complaints that, by law, must be resolved so quickly that going through the complaint resolution process would jeopardize the CP’s or NCP’s rights.

Complaints should be reviewed during Step Two, Complaint Review and Investigation, and ensure the subject of the complaint falls within the jurisdiction of the complaint resolution process.
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•

Complainant’s name and address.

•

If available, the complainant’s telephone number, FAX number a

nd/or electronic

mail address.

•

The LCSA case number.

•

A description of the action or inaction that is the subject of

the complaint.

If a customer presents a complaint verbally and does not complet

e the form LCR001, the 

LCSA must document the verbal complaint on the form LCR001 with 

the following minimum 

information:

General Process Overview

General Process Overview

What Must the LCSA Do?

Lesson One

Step One 

–

Filing a Complaint

A copy of the completed form LCR001 must then be sent to the com

plainant 

within five (5) 

business days

of the complaint receipt date.  Once the form LCR001 is filed a

nd a copy is 

sent to the complainant, Step One is complete.

Please click the 

Next

Next

button to continue to the next slide.


Step One – Filing a Complaint
What Must the LCSA Do?
If a customer presents a complaint verbally and does not complete the form LCR001, the LCSA must document the verbal complaint on the LCR001 with the following minimum information:
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Complainant’s name and address.
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If available, the complainant’s telephone number, FAX number and/or electronic mail address.
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The LCSA case number.
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A description of the action or inaction that is the subject of the complaint.

 

A copy of the completed form LCR001 must then be sent to the complainant within five (5) business days of the complaint receipt date.  Once the form LCR001 is filed and a copy is sent to the complainant, Step One is complete.
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Within five (5) business days

of the complaint receipt date, the LCSA must take the 

following actions:

Step Two 

–

Complaint Review

General Process Overview

General Process Overview

Lesson One

Please click the 

Next

Next

button to continue to the next slide.

Once a complaint is received, an individual must be assigned as 

a complaint investigator.  

This cannot be:

Determining Jurisdiction

•

The individual whose action/inaction is the subject of the com

plaint.

•

The Ombudsperson.

1.

Complete and send to the complainant the form LCR002, which must

include the

following:

•

Explanation of the complaint resolution process and associated t

ime frames.

•

Explanation of the State Hearing process and associated time fra

mes.

•

A blank form SH001.


Step Two – Complaint Review
Determining Jurisdiction
Once a complaint is received, an individual must be assigned as a complaint investigator.  This cannot be:
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The individual whose action/inaction is the subject of the complaint.
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The Ombudsperson.

Within five (5) business days of the complaint receipt date, the LCSA must take the following actions:

 

1.
Complete and send to the complainant the form LCR002 which must include the following:
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Explanation of the complaint resolution process and associated time frames.  
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Explanation of the State Hearing process and associated time frames.
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A blank form SH001.
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Step Two 

–

Complaint Review

General Process Overview

General Process Overview

Lesson One

Please click the 

Next

Next

button to continue to the next slide.

Determining Jurisdiction  (continued)

2.

A complaint investigator evaluates the complaint for jurisdictio

nal authority.

•

Local Jurisdiction 

–

Only the LCSA that took or failed to take the action, or 

requested the FTB action that is the subject of the compliant, h

as jurisdictional 

authority to resolve the complaint.

•

Program Jurisdiction 

–

The subject of the complaint must fall within the 

jurisdiction of the child support program.

Note:  Lesson Two, Complaint Review and Investigation, provides 

detailed training on the

subject of jurisdiction and what the LCSA mu

st do in cases where a complaint falls

outside the 

LCSA’s

jurisdiction.

3.

Ensure the complaint has been entered into the Complaint Resolut

ion Tracking 

System (CRTS).  Lesson Five, Automated Tracking System, provides

training on this 

topic.

Once the complaint has been acknowledged, reviewed for jurisdict

ion, and the information 

has been entered into the CRTS, Step Two is complete.


2.
A complaint investigator evaluates the complaint for jurisdictional authority.  

 

Local Jurisdiction.  Only the LCSA that took or failed to take the action, or requested the FTB action that is the subject of the complaint has jurisdictional authority to resolve the complaint.  

Program Jurisdiction.  The subject of the complaint must fall within the jurisdiction of the child support program.

 

Note:  Lesson Two, Complaint Review and Investigation, provides detailed training on the subject of jurisdiction and what the LCSA must do in cases where a complaint falls outside the LCSA’s jurisdiction.

 

3.
Ensure the complaint has been entered into the Complaint Resolution Tracking System (CRTS).  

Note:  Lesson Five, Automated Tracking System in this course provides training on this topic.

 

Once the complaint has been acknowledged, reviewed for jurisdiction, and the information has been entered into the CRTS, Step Two is complete.
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Following the acknowledgement of the complaint and determination

of jurisdictional 

authority, the investigation begins.

The investigation of any complaint must be completed and a writt

en response provided to 

the complainant 

within thirty (30) calendar days

of the complaint receipt date, unless the 

Director of the LCSA extends the complaint resolution period.  L

esson Two, Complaint 

Review and Investigation, discusses the topic of extensions.

General Process Overview

General Process Overview

Step Three 

–

Complaint Investigation

Lesson One

Please click the 

Next

Next

button to continue to the next slide.


Step Three – Complaint Investigation
 

Following acknowledgement of the complaint and determination of jurisdictional authority, the investigation begins.

 

The investigation of any complaint must be completed and a written response provided to the complainant within thirty (30) calendar days of the complaint receipt date, unless the Director of the LCSA extends the complaint resolution period.  

Note:  Lesson Two, Complaint Review and Investigation, discusses the topic of extensions.
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•

If an immediate resolution is not found, f

urther investigate the matter as necessary by

obtaining pertinent case information and documents from the app

ropriate caseworker,

FTB, and/or any other appropriate source.

•

Determine what LCSA and/or FTB action is required to resolve t

he complaint,

and take action to achieve such resolution.

•

Amend the complaint, if necessary, and take immediate steps to

resolve the complaint.

Complaint amendments must be documented on the “Complaint Ame

ndment,” form

LCR003.  If completed, a copy of the form must be sent to the

complainant 

within five

(5) business days

after the complaint investigator’s discussion with the complain

ant.

•

Discuss the complaint with the Complainant to clarify the issu

es and attempt an

immediate resolution.

In completing an investigation, the complaint investigator has t

he following responsibilities:

General Process Overview

General Process Overview

Step Three 

–

Complaint Investigation

Lesson One

Please click the 

Next

Next

button to continue to the next slide.

Complaint Investigator Responsibilities


Step Three – Complaint Investigation 

Complaint Investigator Responsibilities
 
In completing an investigation, the complaint investigator has the following responsibilities:
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Discuss the complaint with the complainant to clarify the issues and attempt an immediate resolution.
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Amend the complaint, if necessary, and take immediate steps to resolve the complaint.  Complaint amendments must be documented on the “Complaint Amendment,” form LCR003.  If completed, a copy of the form must be sent to the complainant within five (5) business days after complaint investigator’s discussion with the complainant.
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If an immediate resolution is not found, further investigate the matter as necessary by obtaining pertinent case information and documents from the appropriate caseworker, FTB, and/or any other appropriate source.
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Determine what LCSA and/or FTB action is required to resolve the complaint and take action to achieve such resolution.
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General Process Overview

General Process Overview

Step Three 

–

Complaint Investigation

Lesson One

Please click the 

Next

Next

button to continue to the next slide.

Complaint Investigator Responsibilities  (continued)

•

Keep complainant appropriately informed of actions being taken a

nd expected time

frames for completion.

•

Monitor any resolution actions being taken to ensure completion 

within the thirty

(30)  calendar day 

investigation time constraint.

Once this investigation and resolution process is completed, the

LCSA must prepare and 

mail the 

“

Notice of Complaint Resolution,

”

form LCR006, along with a blank form SH001.  It 

may also be appropriate to simultaneously make a personal contac

t with the complainant 

regarding the resolution.


Step Three – Complaint Investigation 

Complaint Investigator Responsibilities  (continued)
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Monitor any resolution actions being taken to ensure completion within the thirty (30) calendar day investigation timeframe.
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Keep the complainant appropriately informed of actions being taken and expected time frames for completion.

Once this investigation and resolution process is completed, the LCSA must prepare and mail the “Notice of Complaint Resolution,” form LCR006, along with a blank form SH001.  It may also be appropriate to simultaneously make a personal contact with the complainant regarding the resolution.
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Once the form LCR006 is mailed, Step Three is complete.  There i

s no further action 

required by the LCSA unless the complainant requests a State Hea

ring.  The complaint can 

be closed if the complainant communicates satisfaction with the 

resolution or if, 

after ninety 

(90) calendar days

following the sending of the form LCR006, the complainant has n

ot filed 

a request for State Hearing.  Lesson Four, Administration, provi

des training and information 

about important record retention requirements.

Complainants who indicate dissatisfaction with the resolution sh

ould be referred to 

the Ombudsperson Program and/or the State Hearing process at thi

s point.

General Process Overview

General Process Overview

Step Three 

–

Complaint Investigation

Lesson One

Please click the 

Next

Next

button to continue to the next slide.

Complaint Investigator Responsibilities  (continued)


Once the form LCR006 is mailed, Step Three is complete.  There is no further action required by the LCSA unless the complainant requests a State Hearing.  

The complaint can be closed if the complainant communicates satisfaction with the resolution or if, after ninety (90) calendar days following the sending of the form LCR006, the complainant has not filed a request for State Hearing.  

Note: Lesson Four, Administration, provides training and information about important record retention requirements.

Complainants who indicate dissatisfaction with the resolution should be referred to the Ombudsperson Program and/or the State Hearing process at this point.
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•

Complaints arising from the review of a court order for child an

d/or spousal support

or a court order or equivalent determination of paternity.

•

Complaints challenging the amount of child support or child supp

ort arrears set by

a court.

•

Complaints arising from custody and/or child visitation determ

inations.

•

Child support matters which must, by law, be addressed by the 

court, unless the 

same law specifically provides for an administrative review.

General Process Overview

General Process Overview

Step Four

–

Filing and Preparing for State Hearings

Lesson One

Please click the 

Next

Next

button to continue to the next slide.

Filing Requirements

A complainant who has completed and is dissatisfied with the res

ults of the local complaint 

resolution process has the right to a State Hearing, provided th

e subject of the 

complaint/hearing request falls within the jurisdiction of the S

tate Hearing process, which 

does not include:

Additionally, State Hearings cannot resolve complaints of allege

d discourteous treatment by 

an LCSA employee unless such conduct resulted in one of the acti

ons or inactions that is 

the primary subject of the complaint/hearing request.  In any ot

her instances, discourteous 

treatment issues should be referred to the lead Ombudsperson.


Step Four – Filing and Preparing for State Hearing
Filing Requirements
A complainant who has completed and is dissatisfied with the results of the local complaint resolution process has the right to a State Hearing, provided the subject of the complaint/hearing request falls within the jurisdiction of the state hearing process which does not include:
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Child support matters which must, by law, be addressed by the court, unless the same law specifically provides for an administrative review.
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Complaints challenging the amount of child support or child support arrears set by a court.
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Complaints arising from the review of a court order for child and/or spousal support or a court order or equivalent determination of paternity.
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Complaints arising from custody and/or child visitation determinations.  

 

Additionally, state hearings cannot resolve complaints of alleged discourteous treatment by an LCSA employee unless such conduct resulted in one of the actions or inactions that is the primary subject of the complaint/hearing request.  In any other instances, discourteous treatment issues should be referred to the lead Ombudsperson. 
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•

A complainant receives the “Notice of Complaint,” form LCR004;

•

A complainant receives the “Notice of Complaint Resolution,” f

orm LCR006;

General Process Overview

General Process Overview

Step Four

–

Filing and Preparing for State Hearings

Lesson One

Please click the 

Next

Next

button to continue to the next slide.

Filing Deadlines

Requests for State Hearing must be made in writing (preferably v

ia form SH001) 

within 

ninety (90) calendar days

after:

•

The maximum time allowed for an LCSA’s response to a complaint

has expired and

the complainant has not received forms LCR006 or LCR004.


Step Four - Filing and Preparing for State Hearings
Filing Deadlines
Requests for State Hearing must be made in writing (preferably via form SH001) within ninety (90) calendar days after:
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A complainant receives the “Notice of Complaint Resolution,” LCR006;
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A complainant receives the “Notice of Complaint Transfer,” LCR004;
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The maximum time allowed for an LCSA’s response to a complaint has expired and the complainant has not received forms LCR006 or LCR004.
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General Process Overview

Lesson One

State Hearing Office Responsibilities

Please click the 

Next

Next

button to continue to the next slide.

Upon receiving notification that a complainant is requesting a S

tate Hearing, the State 

Hearing Office (SHO) checks the Complaint Resolution Tracking Sy

stem (CRTS) to ensure 

the complainant has attempted to resolve the issue locally.

Step Four

–

Filing and Preparing for State Hearings

If a complainant has followed the process and the subject of the

complaint falls within the 

jurisdiction of the State Hearing process, the SHO schedules a h

earing to be held 

within 

thirty (30) calendar days

of the date of the request.  

The SHO must notify all interested parties of the date, time, an

d location of the hearing 

at 

least

ten (

10) calendar days prior to the scheduled hearing date.

If a complainant 

wishes to pursue the matter through a State Hearing, the LCSA, t

he SHO and the 

LCSA’s

State Hearing Representative (SHR) have specific responsibilitie

s.


Step Four - Filing and Preparing for State Hearings 

State Hearing Office Responsibilities
Upon receiving notification that a complainant is requesting a state hearing, the State Hearing Office (SHO) checks the CRTS to ensure the complainant has attempted to resolve the issue locally.

 

If a complainant has followed the process and the subject of the complaint falls within the jurisdiction of the state hearing process, the SHO schedules a hearing to be held within thirty (30) calendar days of the date of the request.

 

The SHO must notify all interested parties of the date, time, and location of the hearing at least ten (10) calendar days prior to the scheduled hearing date.  If a complainant wishes to pursue the matter through a State Hearing, the LCSA, the SHO and the LCSA’s State Hearing Representative (SHR) have specific responsibilities.
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•

Mail the position statement and any pertinent documents to the

complainant at

least five (

5) business days 

prior to a scheduled hearing.

•

Advise SHO if an interpreter is needed or reasonable accommodati

on is required for a

hearing due to a complainant’s disability.

•

Provide assistance to complainants in requesting a State Heari

ng.

•

Report to the SHO any known changes in a complainant’s address o

r other

circumstances that might affect the conduct of a hearing.

•

Provide complainants with relevant information pertaining to the

subject of their

complaint to help the complainants prepare for the State Hear

ing.

•

Prepare a position statement for each hearing.

•

Assign an LCSA representative who shall present the case at th

e State Hearing.

General Process Overview

General Process Overview

Step Four

–

Filing and Preparing for State Hearings

LCSA Responsibilities

The LCSA must:

Lesson One

Please click the 

Next

Next

button to continue to the next slide.

Once these actions are taken, Step Four is complete.


Step Four - Filing and Preparing for State Hearings 

LCSA Responsibilities 

The LCSA must:

[image: image51.png]



Provide assistance to complainants in requesting a State Hearing.
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Provide complainants with relevant information pertaining to the subject of their complaint to help complainants prepare for State Hearing.
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Advise the SHO if an interpreter is needed or reasonable accommodation is required for a hearing due to a complainant’s disability.
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Report to the SHO any known changes in a complainant’s address or other circumstances that might affect the conduct of a hearing.
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Prepare a position statement for each hearing.
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Mail the position statement and any pertinent documents to the complainant at least five (5) business days prior to a scheduled hearing.
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Assign an LCSA representative who shall present the case at the State Hearing.

Once these actions are taken, Step Four is complete.
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State Hearings are conducted by an Administrative Law Judge (ALJ

) from the SHO who 

hears the case and manages the hearing process.

During the hearing, parties present their case and/or examine/cr

oss

-

examine witnesses. 

At 

the completion of the hearing, the ALJ may “hold the record open

” for a limited time for the 

submission of additional documents/evidence not available at the

hearing.  The “close of the 

record” occurs at the time the limited period expires.

The ALJ must then provide the Director of DCSS with a proposed d

ecision 

within ten (10) 

business days of the “close of the record.”

General Process Overview

General Process Overview

Step Five 

–

State Hearings

Lesson One

Please click the 

Next

Next

button to continue to the next slide.


Step Five – State Hearings 
State Hearings are conducted by an Administrative Law Judge (ALJ) from the SHO who hears the case and manages the hearing process.

During the hearing, parties present their case and/or examine/cross-examine witnesses.   At the completion of the hearing, the ALJ may “hold the record open” for a limited time for the submission of additional documents/evidence not available at the hearing.  The “close of the record” occurs at the time the limited period expires.

The ALJ must then provide the Director of DCSS with a proposed decision within ten (10) business days of the “close of the record.”
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•

Orally summarize the written position statement that supports 

the LCSA’s and/or FTB’s

action(s) or inaction(s).

•

Make binding agreements and stipulations on behalf of the LCSA

during the

hearing.

•

Cross

-

examine the complainant or the complainant’s authorized represen

tative, and

the complainant’s witness(

es

).

•

Respond to any questions from the complainant or authorized repr

esentative, or ALJ

concerning the case.

•

Examine LCSA and/or FTB witness(

es

).

•

Make available at the hearing, the LCSA case record documents 

that are not

confidential and are relevant to the complaint.

General Process Overview

General Process Overview

Step Five 

–

State Hearings

LCSA SHR Responsibilities

The LCSA SHR performs the following case presentation activities

at the State Hearing as 

necessary:

Lesson One

Please click the 

Next

Next

button to continue to the next slide.

Lesson Three, State Hearings, provides more detailed information

about the conduct of 

State Hearings.


Step Five - State Hearings 

LCSA SHR Responsibilities 

The LCSA SHR performs the following case presentation activities at the State Hearing as necessary:
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Orally summarize the written position statement that supports the LCSA’s and/or FTB’s action(s) or inaction(s).
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Examine LCSA and/or FTB witness(es).
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Cross-examine the complainant or the complainant’s authorized representative, and the complainant’s witness(es).
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Respond to any questions from the complainant or authorized representative, or ALJ concerning the case.
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Make available at the hearing, the LCSA case record documents that are not confidential and are relevant to the complaint.
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Make binding agreements and stipulations on behalf of the LCSA during the hearing.

Note:  Lesson Three, State Hearings, provides more detailed information about the conduct of State Hearings.
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3.

Orders further hearing on the issue.

2.

Amends or modifies the proposed decision;

General Process Overview

General Process Overview

Step Five 

–

State Hearings

Lesson One

Please click the 

Next

Next

button to continue to the next slide.

Once the notice of decision has been properly distributed, Step 

Five is complete.  Lesson 

Three, State Hearings, provides more detailed information about 

the State Hearing process.

Within twenty (20) business days

of the close of the record, the DCSS Director reviews 

the proposed decision and takes one of three possible actions:

1.

Adopts the decision as proposed;

The SHO is responsible for providing written notification of hea

ring results to the 

complainant and LCSA 

within ten (10) business days of the date of the Director’s 

decision

.

It is important to note that if the DCSS Director does not take 

one of these actions 

within 

twenty (20) business days

following the date of the hearing, the ALJ’s proposed decision 

is adopted by operation of law.

Hearing Decisions


Step Five – State Hearings 
Hearing Decisions
Within twenty (20) business days of the close of the record, the DCSS Director reviews the proposed decision and takes one of three possible actions:

1. Adopts the decision as proposed;

2. Amends or modifies the proposed decision; 


3. Orders further hearing on the issue.

It is important to note that if the DCSS Director does not take one of these actions within twenty (20) business days following the date of the hearing, the ALJ’s proposed decision is adopted by operation of law.

The SHO is responsible for providing written notification of hearing results to the complainant and LCSA within ten (10) business days of the date of the Director’s decision.

Once the notice of decision has been properly distributed, Step Five is complete.  

Note:  Lesson Three, State Hearings, provides more detailed information about the State Hearing process.
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Satisfaction 

–

Complaint Closed

Provided both the complainant and LCSA are satisfied with the re

sults of the State Hearing 

and any required actions are completed, there is no further acti

on necessary.  The LCSA 

should close the complaint.  Lesson Four, Administration, provid

es training on this topic and 

important information on record retention requirements.

General Process Overview

General Process Overview

Step Five 

–

State Hearings

Lesson One

Please click the 

Next

Next

button to continue to the next slide.

Hearing Decisions


Satisfaction – Complaint Closed
Provided both the complainant and LCSA are satisfied with the results of the State Hearing and any required actions are completed, there is no further action necessary.  The LCSA should close the complaint.  Lesson Four, Administration, provides training on this topic and important information on record retention requirements.
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General Process Overview

Step Six 

–

Appeals

Lesson One

Please click the 

Next

Next

button to continue to the next slide.

Complainant Dissatisfied 

–

Final Remedies

Both the complainant and the LCSA have the right to appeal the S

tate Hearing decision.  

Two paths are available:

1.

The administrative path:  the complainant or LCSA appeals the Di

rector’s decision 

and petitions for a rehearing;

2.     The legal path:  the complainant files an action with the

Superior Court.

If a complainant/LCSA chooses the administrative path and the re

quest for rehearing is 

denied or the complainant/LCSA is not satisfied with the results

of the rehearing, the legal 

path is still available to the complainant.

This action completes Step Six and completes the Complaint Resol

ution and State Hearing 

processes.


Step Six – Appeals
 

Dissatisfaction – Final Remedies
Both the complainant and the LCSA have the right to appeal the State Hearing decision.  Two paths are available:

 

1.
The administrative path:  the complainant or LCSA appeals the Director’s decision and petitions for a rehearing; 

 

2.
The legal path:  the complainant files an action with the Superior Court.

 

If a complainant/LCSA chooses the administrative path and the request for rehearing is denied or the complainant/LCSA is not satisfied with the results of the rehearing, the legal path is still available to the complainant.

This action completes Step Six and completes the Complaint Resolution and State Hearing processes.
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•

Describe the purpose and intent of the Complaint Resolution an

d State Hearing processes.

•

Use the course materials in your Complaint Resolution and Stat

e Hearing Training Student

Tool Book to respond to general questions about the processes a

nd/or refer questions to

the appropriate party.

General Process Overview

General Process Overview

Lesson One Review

This concludes Lesson One.  You should now be able to:

Lesson One

Please click the 

Next

Next

button to continue to the next lesson.

This lesson includes a mandatory open

-

book 

examination that can be found in the Lesson 

One section of your Student Tool Book.  If 

one is not there, please contact your training 

coordinator or supervisor to obtain the form.  

Follow local procedures for completing and 

submitting this exam.

You must complete the examination to 

receive credit for completing this mandatory 

training.

We would appreciate you taking the time to 

complete the course evaluation form.  

Your responses on this form help us ensure 

we are designing and maintaining training 

materials that best meet your needs. 

Thank you.


Lesson One Review

This concludes Lesson One.  You should now be able to:
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Describe the purpose and intent of the complaint resolution and state hearing processes;
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Use the course materials in your Student Tool Book to respond to general questions about the processes and/or refer questions to the appropriate party.

 

This lesson includes a mandatory open-book examination that can be found in the Lesson One section of your Student Tool Book.  If one is not there, please contact your training coordinator or supervisor to obtain the form.  Follow local procedures for completing and submitting this exam.  You must complete the examination to receive credit for completing this mandatory training.

 

We would appreciate you taking the time to complete the course evaluation form.  Your responses on this form help us ensure we are designing and maintaining training materials that best meet your needs.

 

Thank you.


Assembly Bill 472 provides custodial parties (CPs) or non-custodial parents (NCP) an opportunity to lodge a complaint and seek resolution for a Local Child Support Agency’s (LCSA) or Franchise Tax Board’s actions or failure to take action in their child support case.  The bill establishes requirements for a complaint investigation to be completed, and, if the complainant is not satisfied with the results of the investigation, the right of the complainant to request a state hearing.  This bill required the following:
· That the Department of Child Support Services develop a child support complaint resolution process that addresses the requirements established in AB 472.  This process must be completed with a written resolution within 30 calendar days of the complaint receipt date.

· That a CP or NCP requesting a state hearing must exhaust the complaint resolution process before a state hearing request is granted.  

· That the LCSA is to inform parents about their right to a state hearing within the complaint resolution correspondence distributed to complainants during the complaint resolution process.

The bill also provides that:

· Child support matters subject to the jurisdiction of the superior court or required by law to be brought by motion or appeal may not be addressed in a state hearing.

· The decision of a district attorney to proceed with criminal action for non-support is not subject to review under this provision.

FAMILY CODE SECTION INDEX

· 17200  The Department of Child Support Services is created in the California Health and Human Services Agency.  The DCSS will administer all services and perform all function necessary to establish, collect, and distribute child support

· 17202  The DCSS is designated the single organizational unit to administer the Title IV-D state plan for securing child and spousal support, medical support, and determining paternity.

· 17302-17306  The director of the DCSS is responsible for the management of the department, administration of all federal and state laws and regulations pertaining to the provision of child support services.

· 17800-17801   Each Local Child Support Agency will maintain a complaint resolution process.  Any CP or NCP who is dissatisfied with the LCSA ‘s complaint resolution decision shall be afforded the opportunity to request a state hearing, although a state hearing is unavailable for certain types of complaints.


For current and past legislative activity and access to California Codes, log on to www.leginfo.ca.gov
Complaint Resolution and State Hearing Training Course

Student Tool Book

Lesson One - General Process Overview

Complaint Resolution & State Hearing Process Map


Complaint Resolution and State Hearing Training Course

Student Tool Book

Definitions

1. Application a written document provided by the Local Child Support Agency in which an individual requests support services and which is signed by the individual.

2. Arrears or Arrearages the unpaid child support payment for past periods owed by a parent who is obligated to pay by court order.  The arrears or arrearages include interest and are adjusted for the amount of any partial satisfaction of the judgment.

3. Authorized Representative an individual or a representative from an organization that has been authorized by a complainant to act on behalf of the complainant in any and all aspects of a state hearing.

4. Business Day any day that is not a Saturday, Sunday or holiday.

5. Case   a non-custodial parent, whether mother or father, or alleged father, a custodial party, and a dependent child or children.  The custodial party may be one of the child’s parents or other relative or caretaker including foster care, if both parents are absent and liable or potentially liable for the support of the children, each parent is considered a separate case.

6. Case Record   a file containing all information and documents pertaining to the case, including all relevant facts, dates and action taken related to the case, and all contacts made and the results of those contacts.  The case record is the property of the LCSA

7. Child Support   amounts required to be paid under a judgment, decree or order, whether temporary, final or subject to modification, for the support and maintenance of a child or children, which provides for monetary support, health care, arrears and may include interest in delinquent child support obligations.

8. Child Support Order any court order for the payment of a set or determinable amount of support of a child by a parent, or court order requiring a parent to make payment of arrears.  Child support order includes any court order for spousal support or for medical support to the extent these obligations are to be enforced by a single state agency for child support under Title IV-D.

9. Complainant a custodial or non-custodial parent who has made a complaint to a local child support agency or requested a state hearing.

10. Complaint the complainant’s oral or written statement of an unresolved dispute and a request for resolution regarding any action or inaction of a LCSA or the Franchise Tax Board (FTB), concerning a child support case.

11. Complaint Receipt Date the date when a local child support agency initially receives a complaint from a complainant, or a transferred complaint from another county.

12. Complaint resolution process   the action required by the LCSA to resolve complaints.

13. County   one of the fifty-eight administrative subdivisions in the State of California.

14. Custodial Party   the person having primary custody and control of the children and receiving or has received services under Title IV-D of the Social Security Act.

15. Custody Determination a judgment, decree or order of a court providing for the custody of a child.

16. Customer custodial parties, non-custodial parents, employers, and the public who makes inquiries or raise questions about child support services.

17. Day the calendar day unless otherwise specified.

18. Department the California Department of Child Support Services.

19. Director the Director of the California Department of Child Support Services.

20. Disbursed or Disbursement the dispensing of paying out of a collection.

21. Distributed or Distribution the application of monies to specific accounts to determine the appropriate disbursement of monies. 
22.  Enforcement the employment of legal remedies to obtain payment of a child, family, medical or spousal support obligation.

23. Establishment the process of legally determining paternity and/or obtaining a court or administrative order to put a child support obligation in place.

24. Federal Parent Locator Service (FPLS) a computerized national location network operated by the federal Office of Child Support Enforcement (OCSE) within the Department of Health and Human Services (DHHS), FPLS obtains address and employer information, as well as data on child support cases in every State, compares them and returns matches to the appropriate States.  This helps State and local child support agencies locate non-custodial parents and putative fathers for the purposes of establishing custody and visitation rights, establishing and enforcing child support obligations, investigating parental kidnapping, and processing adoption or foster care cases.  The expanded FPLS includes the National Directory of New Hires (NDNH) and the Federal Case Registry (FCR).

25. Franchise Tax Board the state government agency in California responsible for collecting state income taxes and assisting the Department of Child Support Services.

26. Hearing Date the date of the state hearing which shall be deemed to include the period from the opening of the record to the close of the record, including any continuances that may have been granted. 

27. Local Child Support Agency the county department of child support services that has entered into a cooperative agreement with the California Department of Child Support Services to secure child and spousal support, medical support, and determine paternity. 

28. Medical Support the court ordered requirement that one or both parents provide health insurance, which can include vision or dental care coverage for a dependent child.

29. Modification   a court ordered change or alteration of a support order based upon a change of circumstances upon a showing of good cause or to bring the amount of support ordered into compliance with statewide child support guidelines.

30. Motion     an application to the court requesting an order or rule in favor of the party that is filing the motion.  Motions are generally made in reference to a pending action and may address a matter in the court’s discretion or concern a point of law.

31. National Directory of New Hires a national database containing new hire and quarterly wage data from every state and federal agency and unemployment insurance data from state employment security agencies.  Data contained is first reported to each state’s State Directory of New Hires and then transmitted to the National Directory of New Hires.  The Office of Child Support Enforcement maintains the National Directory of New Hires as part of the expanded Federal Parent Locator Services.

32. Non-custodial Parent the parent of the children that may be or is obligated to provide for their support and/or maintenance.

33.
Obligor   an individual, or the estate of a decedent, who owes a duty of support.

34.  Ombudsperson   the person designated within each local child support agency to be the lead administrator of the Ombudsperson Program.

35.  Ombudsperson Program the person, persons or office so designated within each local child support agency to provide a means to resolve customer issues related to child support services.  Issues may include inquiries, questions, or requests for assistance or facilitation in navigating the local complaint resolution and state hearing processes.

36.  Proposed Decision the state hearing decision submitted by an Administrative Law Judge to the Director or Director’s designee for adoption.

37.  Spousal Support   a legally enforceable obligation assessed against an individual for the support of a spouse or former spouse who is living with a child or children for whom the individual also owes support. 

38.   Spousal Support Order   a support order for the payment of spousal support to a spouse or former spouse of the obligor.

39.  State Hearing    an administrative hearing mandated by state law whereby a complainant may obtain an impartial review of a local child support agency or Franchise Tax Board action or inaction regarding a child support case.

40.  State Hearing Office the division that conducts state hearings in the office or agency designated by the Department to carry out state hearings.

41.  Title IV-A   Title IV of the federal Social Security Act, Part A, Block Grants to State for Temporary Assistance for Needy Families.

42.  Title IV-B Title IV of the Federal Social Security Act, Part B, Child and Family Services. 

43.  Title IV-D   Title IV of the federal Social Security Act, Part D, Child Support and Enforcement of Paternity.

44.  Title IV-E Title IV of the federal Social Security Act, Part E, Federal Payments for Foster Care and Adoption Assistance.

Filing A Complaint (Step One)

	Complainant
	LCSA

	· States that he/she wants to file a complaint.

· Submits verbal or written complaint.
	· Encourage complainants to document a stated complaint in writing.

Within 5 days of the date of complaint receipt:

· Document verbal complaint on LCR001.

· Prepare and send LCR002 with blank SH001.

· Assign a complaint investigator.

· Ensure the complaint is entered into the CRTS.


Complaint Review and Investigation (Steps Two and Three)

	Complaint Investigator
	Complainant
	LCSA
	LCSA Director

	Within 5 days of the date of complaint receipt:

· Review the complaint for jurisdiction.

· Discuss the complaint with the complainant.

· Prepare if necessary the LCR003 to amend the complaint AND

· Within 5 days of the date of discussion: Send a copy of the completed LCR003 to the complainant.

· Further investigate the matter.

· Determine actions necessary to achieve resolution; take action to achieve resolution.

· Monitor actions being taken for timely completion.

· Keep complainant appropriately informed. 
	· Provide all requested documentation and evidence required for the complaint resolution process to be concluded.
	· Once the investigation and resolution process is completed, prepare and send to the complainant LCR006 with a blank SH001.

· Close the complaint when appropriate.
	· Upon request, grant/deny a request for extension of the 30 calendar day resolution period.


State Hearing (Steps Three and Four)

	Complainant
	State Hearing Representative
	LCSA
	State Hearing Office

	· Files a timely request for State Hearing.

· Presents case at hearing.

· Examines/cross-examines witness(es).

· Provides documentation supporting position.

· Appeals the hearing decision if necessary through the administrative process and/or legal process.
	· Provides documentation supporting position.

· Orally summarizes the written position statement that supports the LCSA’s and/or FTB’s action(s) or inaction(s).

· Examines/cross-examines witness(es).

· Responds to any questions from the complainant, authorized representative, or ALJ concerning the case.

· Makes available at the hearing, the LCSA case record documents that are not confidential and are relevant to the complaint.

· Makes binding agreements and stipulations on behalf of the LCSA during the hearing.


	· Provides assistance to complainants in requesting a State Hearing.

· Provides complainants with relevant information pertaining to the subject of their complaint to help them prepare for hearing.

· Advises the SHO if an interpreter is needed or reasonable accommodation is required for a hearing due to a complainant’s disability.

· Reports to the SHO any known changes in a complainant’s address or other circumstances that might affect the conduct of a hearing.

· Prepares a position statement for each hearing.

· Mails the position statement and any pertinent documents to the complainant at least five (5) business days prior to a scheduled hearing.
· Assigns an LCSA representative who shall present the case at the State Hearing.

· Appeals the hearing decision if necessary through the administrative process.
	· Upon receiving a request for hearing: Reviews CRTS to ensure complaint resolution process completed.

· Within 30 calendar days of request, schedules hearing.

· At least 10 calendar days prior to the date of the hearing, notifies all interested parties of the date, time and location of the hearing.

· Assigns an Administrative Law Judge to conduct the hearing and hear the complaint

· Conducts the State Hearing.

· Within 10 business days of the close of the record, provides proposed decision to the Director of DCSS which must be reviewed and acted upon within 20 business days of the close of the record.
· Within 10 business days of the DCSS Director’s decision, provides written notification to the complainant and LCSA.


Complaint Resolution & State Hearing

Regulation Training

Examination

Lesson One – General Process Overview


1.
The complaint resolution and state hearing process help ensure                                  









(Fill in the blanks)


2.
Complete the following process map by putting the possible responses (A - F below) in correct order:









	A. Appeals
	B. State Hearing

	C. Filing a Complaint
	D. Complaint Investigation

	E. Complaint Review
	F. Filing & Preparing for State Hearing


3.
A custodial party or non-custodial parent who has filed a complaint is called the

                                       .  (Fill in the blank)
4.
A complaint must be made within 90 calendar days after the complainant knew, or should have known, of the                          or                                 that is the subject of the complaint.  (Fill in the blanks)
5.
Complaints can be submitted                          or                                        .  (Fill in the blanks)
6.
Complaint information is documented on form LCR001, “
.“              (Fill in the blanks)

7.
The complaint receipt date for verbal complaints is the date the LCSA receives the

                                                                                                                   .  (Fill in the blanks)
8.
The complaint receipt date for written complaints is the date the                                        form LCR001 or other written document.  (Fill in the blanks)
9.
Within              business days of the complaint receipt date, the LCSA must ensure completion of form LCR001 and complete and send to the complainant the LCR002,

“                                                                         “ along with a blank “Request for State Hearing,” form SH001.  

(Fill in the blanks)

10.
Issues that cannot be resolved through the complaint resolution process include:

(Circle all that apply.)
· Child support matters which must, by law, be addressed by the court, unless the same law specifically provides for an administrative review.
· License seizures thought by complainant to be unfair.

· Reviews of court orders for child and/or spousal support, or a court order for equivalent determination of paternity.

· Casework staff withholding of confidential case information.

· Custody and/or child visitation determinations.

11.
Form LCR001 must include, at a minimum:
A. Complainant’s name and address.

B. If available, the complainant’s phone, fax and electronic mail address.
C. The LCSA case number.

D. A description of the action or inaction that is the subject of the complaint.

(Circle one of the following possible responses.)

· A and B only

· A, B and  D only

· All of the above

12.
Form                                                   , Request for State Hearing, must be sent to the complainant with form LCR002 within                                     days of the complaint receipt date.  (Fill in the blanks) 
13.
Providing that no extension is requested or granted, the complaint investigation must be completed and a written response provided to the complainant within 30 calendar days of the complaint receipt date.  True / False
14.
An LCSA has                                                          to complete an investigation and provide a written response to the complainant.  The _________ Director has the authority to grant an extension of this time period.  (Fill in the blanks)
15.
Complete the following investigation process map by putting the possible responses
(A - E below) in correct order:








A.
Determine any action(s) required to resolve the complaint.

B.
Prepare written response of resolution by completing form LCR006.

C.
Discuss the complaint with the complainant to clarify the issues and attempt immediate resolution.

D.
Monitor resolution actions being taken to ensure completion within appropriate time frames.

E.
If an immediate resolution is not found, further investigate the matter as necessary.

16.
Upon completion of the investigation, the LCSA must prepare form LCR006, 

“                                                                                                                                      “  and send this form with a blank form SH001, “                                                                                            “, to the complainant.  (Fill in the blanks)
17.
The following complainants may successfully file a request for State Hearing:


(Circle all that apply)

A. Complainants who are dissatisfied with the results of the complaint resolution process.

B. Complainants who have a complaint about a child support matter which must, by law, be addressed by the courts unless the same law specifically provides for an administrative review.

C. Complainants who have a complaint about a review of a court order for child and/or spousal support or a court order for equivalent determination of paternity.

D. Complainants who have a complaint about a custody and/or child visitation determination.

18.
A complainant can file for state hearing regarding alleged discourteous treatment by an LCSA employee if the conduct resulted in one of the actions or inactions that is the primary subject of the complaint.


True  /  False

19.
All requests for State Hearing must be made within                                                            after the complainant receives the LCR006, LCR004 or the maximum time allowed for complaint resolution has been exceeded without receipt of the LCR006 or LCR004.       (Fill in the blanks)
20.
The scope of responsibility for LCSAs relative to the State Hearing process includes: 


(Circle all that apply)

A. Provide complainants with relevant information pertaining to the subject of their complaint to help the complainants prepare for the State Hearing.

B. Investigate the complaint further.

C. Advise the State Hearing Office if an interpreter is needed or reasonable accommodation is required for a hearing.

D. Review the complaint for jurisdictional determination.

E. Report to the State Hearing Office any known changes in a complainant’s address or other circumstances that might affect the conduct of a hearing.

F. Prepare LCSA position statements for each hearing.

G. Mail the position statement and any pertinent documents to the complainant at least five (5) business days prior to a scheduled hearing.
21.
The                                                                                    is responsible for scheduling state hearings that must be held within                                                                of the date of the complainant’s request for a State Hearing.         (Fill in the blanks)
22.
The State Hearing Office must notify all parties of the date, time and location of a scheduled hearing at least                                                                      prior to the scheduled hearing date.           (Fill in the blanks)
23.
An                                                                                                        conducts State Hearings.   (Fill in the blank)
24.
Within 10 business days of the close of the record, the Administrative Law Judge must provide the Department of Child Support Services Director with a proposed decision.  
True / False

25.
Within 20 days of receiving the proposed decision, the Department of Child Support Services Director must take one of three possible actions:


(Circle the 3 correct answers)

A. Adopt the decision as proposed.

B. Schedule an interview and investigate the complaint further.

C. Amend or modify the proposed decision.

D. Consult with the District Attorney and turn the complaint over to the courts.

E. Order further hearing.

26.
Following State Hearing, if the Department of Child Support Services Director fails to take action on the ALJs proposed decision within the required 20 days, the proposed decision is adopted / thrown out by operation of law.      (Circle the correct response, e.g., “adopted” or “thrown out”.)
27
The State Hearing Office must provide written notification of hearing results to the complainant and LCSA within                                                                          of the date of the Department of Child Support Services Director’s decision.  (Fill in the blank)
28.
If a complainant is dissatisfied with the State Hearing results, he/she may:


(Circle all that apply)

A. Appeal the decision and petition the DCSS Director for a rehearing.

B. File an action with the Superior Court.

C. File another request for complaint resolution.
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Prior to beginning your training, you should have received a packet of information that includes:





�	A presentation guide for Lesson One.  This guide provides a copy of each slide in the presentation and narrative that is an exact duplicate of the audio component of the presentation for Lesson One.





�	A general process map for complaint resolution and state hearings.





�	A summary of the enabling legislation and Family Code sections that relate to complaint resolution and state hearing.





�	A list of Definitions





�	A summary of roles and responsibilities in the complaint resolution and state hearing processes.





�	A Lesson One Course Examination





�	A Lesson One Course Evaluation








These materials can and should be used as reference documents for completing the open-book examination at the conclusion of your training and for quick referral on-the-job as you begin to work with these new processes.








�





Assembly Bill 472





�





Step Six





Step Two





Appeals





State Hearing





Step Five





Step Four





Filing & Preparing for a State Hearing





Step Three





Investigation





Complaint Review





Step One





Filing a Complaint





�








The purpose of this exam is to ensure your familiarity with the


training materials and student handbook.


This is an open book exam.








Name:





Phone:





Please use the space below to provide any additional comments you feel will be helpful to us.�Thank You.





Your responses to the following questions will help us assess the extent to which the current course format provided information you will retain over time and be able to apply on the job.�
                                                                        Rating Scale:�
4:  I achieved this objective and am confident that I can apply this on the job.�
3:  I believe I achieved this objective and am somewhat confident that I can apply it on the job.�
2:  I am familiar with the subject of the objective now, but will probably need some assisance to apply it on �
     the job.�
1:  I did not retain this information well and doubt I will be able to apply it on the job without assistance.�
�






This evaluation form will help the Department of Child Support Services assess your immediate reaction ot the course you have just completed.  Your honest responses will be applied to ensure the highest degree of quality in the child support training curriculum and our responsiveness to your needs.





Notes:





Notes:
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Step Two – Complaint Review

General Process Overview

Lesson One

Please click the Next button to continue to the next slide.

Determining Jurisdiction  (continued)

2.	A complaint investigator evaluates the complaint for jurisdictional authority.

		Local Jurisdiction – Only the LCSA that took or failed to take the action, or requested the FTB action that is the subject of the compliant, has jurisdictional authority to resolve the complaint.

		Program Jurisdiction – The subject of the complaint must fall within the jurisdiction of the child support program.



	

	Note:  Lesson Two, Complaint Review and Investigation, provides detailed training on the

                    subject of jurisdiction and what the LCSA must do in cases where a complaint falls

                    outside the LCSA’s jurisdiction.



		Ensure the complaint has been entered into the Complaint Resolution Tracking System (CRTS).  Lesson Five, Automated Tracking System, provides training on this topic.



Once the complaint has been acknowledged, reviewed for jurisdiction, and the information has been entered into the CRTS, Step Two is complete.



2.       A complaint investigator evaluates the complaint for jurisdictional authority.  

 

		Local Jurisdiction.  Only the LCSA that took or failed to take the action, or requested the FTB action that is the subject of the complaint has jurisdictional authority to resolve the complaint.  

		Program Jurisdiction.  The subject of the complaint must fall within the jurisdiction of the child support program.



 

Note:  Lesson Two, Complaint Review and Investigation, provides detailed training on the

          subject of jurisdiction and what the LCSA must do in cases where a complaint falls

          outside the LCSA’s jurisdiction.

 

3.       Ensure the complaint has been entered into the Complaint Resolution Tracking System (CRTS).  Lesson

          Five, Automated Tracking System in this course provides training on this topic.

 

Once the complaint has been acknowledged, reviewed for jurisdiction, and the information has been entered into the CRTS, Step Two is complete.
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General Process Overview

Step Three – Complaint Investigation

Lesson One

Please click the Next button to continue to the next slide.

Complaint Investigator Responsibilities  (continued)

		  Keep complainant appropriately informed of actions being taken and expected time



   frames for completion.

		  Monitor any resolution actions being taken to ensure completion within the thirty



    (30)  calendar day investigation time constraint.

Once this investigation and resolution process is completed, the LCSA must prepare and mail the “Notice of Complaint Resolution,” form LCR006, along with a blank form SH001.  It may also be appropriate to simultaneously make a personal contact with the complainant regarding the resolution.



		Monitor any resolution actions being taken to ensure completion within statutory timeframes (if they exist), or within the 30 calendar days investigation timeframe.

		Keep the complainant appropriately informed of actions being taken and expected time frames for completion.





Once this investigation and resolution process is completed, the LCSA must prepare and mail the “Notice of Complaint Resolution,” form LCR006, along with a blank form SH001.  It may also be appropriate to simultaneously make a personal contact with the complainant regarding the resolution.
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		  A complainant receives the “Notice of Complaint,” form LCR004;



		  A complainant receives the “Notice of Complaint Resolution,” form LCR006;



General Process Overview

Step Four– Filing and Preparing for State Hearings

Lesson One

Please click the Next button to continue to the next slide.

Filing Deadlines

Requests for State Hearing must be made in writing (preferably via form SH001) within ninety (90) calendar days after:

		  The maximum time allowed for an LCSA’s response to a complaint has expired and



    the complainant has not received forms LCR006 or LCR004.



Step Four - Filing and Preparing for State Hearings



Filing Deadlines



Requests for State Hearing must be made in writing (preferably via form SH001) within 90 calendar days after:

 

		A complainant receives the “Notice of Complaint Resolution,” LCR006;

		A complainant receives the “Notice of Complaint Transfer,” LCR004;

		The maximum time allowed for an LCSA’s response to a complaint has expired and the complainant has not received forms LCR006 or LCR004.
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General Process Overview

Lesson One

State Hearing Office Responsibilities

Please click the Next button to continue to the next slide.

Upon receiving notification that a complainant is requesting a State Hearing, the State Hearing Office (SHO) checks the Complaint Resolution Tracking System (CRTS) to ensure the complainant has attempted to resolve the issue locally.

Step Four– Filing and Preparing for State Hearings

If a complainant has followed the process and the subject of the complaint falls within the jurisdiction of the State Hearing process, the SHO schedules a hearing to be held within thirty (30) calendar days of the date of the request.  

The SHO must notify all interested parties of the date, time, and location of the hearing at least ten (10) calendar days prior to the scheduled hearing date.  If a complainant wishes to pursue the matter through a State Hearing, the LCSA, the SHO and the LCSA’s State Hearing Representative (SHR) have specific responsibilities.



Step Four - Filing and Preparing for State Hearings 



State Hearing Office Responsibilities



Upon receiving notification that a complainant is requesting a state hearing, the State Hearing Office (SHO) checks the CRTS to ensure the complainant has attempted to resolve the issue locally.

 

If a complainant has followed the process and the subject of the complaint falls within the jurisdiction of the state hearing process, the SHO schedules a hearing to be held within 30 calendar days of the date of the request.

 

The SHO must notify all interested parties of the date, time, and location of the hearing at least 10 calendar days prior to the scheduled hearing date.  If a complainant wishes to pursue the matter through a State Hearing, the LCSA, the SHO and the LCSA’s State Hearing Representative (SHR) have specific responsibilities.
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		  Mail the position statement and any pertinent documents to the complainant at



    least five (5) business days prior to a scheduled hearing.

		  Advise SHO if an interpreter is needed or reasonable accommodation is required for a



   hearing due to a complainant’s disability.

		  Provide assistance to complainants in requesting a State Hearing.



		  Report to the SHO any known changes in a complainant’s address or other



   circumstances that might affect the conduct of a hearing.

		  Provide complainants with relevant information pertaining to the subject of their



   complaint to help the complainants prepare for the State Hearing.

		  Prepare a position statement for each hearing.



		  Assign an LCSA representative who shall present the case at the State Hearing.



General Process Overview

Step Four– Filing and Preparing for State Hearings

LCSA Responsibilities

The LCSA must:

Lesson One

Please click the Next button to continue to the next slide.

Once these actions are taken, Step Four is complete.



Step Four - Filing and Preparing for State Hearings 



LCSA Responsibilities 



The LCSA must:



		Provide assistance to complainants in requesting a State Hearing.

		Provide complainants with relevant information pertaining to the subject of their complaint to help complainants prepare for State Hearing.

		Advise the SHO if an interpreter is needed or reasonable accommodation is required for a hearing due to a complainant’s disability.

		Report to the SHO any known changes in a complainant’s address or other circumstances that might affect the conduct of a hearing.

		Prepare a position statement for each hearing.

		Mail the position statement and any pertinent documents to the complainant at least five (5) business days prior to a scheduled hearing.

		Assign an LCSA representative who shall present the case at the State Hearing.





Once these actions are taken, Step Four is complete.
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Once the form LCR006 is mailed, Step Three is complete.  There is no further action required by the LCSA unless the complainant requests a State Hearing.  The complaint can be closed if the complainant communicates satisfaction with the resolution or if, after ninety (90) calendar days following the sending of the form LCR006, the complainant has not filed a request for State Hearing.  Lesson Four, Administration, provides training and information about important record retention requirements.



Complainants who indicate dissatisfaction with the resolution should be referred to the Ombudsperson Program and/or the State Hearing process at this point.

General Process Overview

Step Three – Complaint Investigation

Lesson One

Please click the Next button to continue to the next slide.

Complaint Investigator Responsibilities  (continued)



Once the form LCR006 is mailed, Step Three is complete.  There is no further action required by the LCSA unless the complainant requests a State Hearing.  The complaint can be closed if the complainant communicates satisfaction with the resolution or if, after 90 days following the sending of the form LCR006, the complainant has not filed a request for State Hearing.  Lesson Four, Administration, provides training and information about important record retention requirements.



Complainants who indicate dissatisfaction with the resolution should be referred to the Ombudsperson Program and/or the State Hearing process at this point.
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		  If an immediate resolution is not found, further investigate the matter as necessary by



    obtaining pertinent case information and documents from the appropriate caseworker,

   FTB, and/or any other appropriate source.

		  Determine what LCSA and/or FTB action is required to resolve the complaint,



   and take action to achieve such resolution.

		  Amend the complaint, if necessary, and take immediate steps to resolve the complaint.



   Complaint amendments must be documented on the “Complaint Amendment,” form

   LCR003.  If completed, a copy of the form must be sent to the complainant within five

   (5) business days after the complaint investigator’s discussion with the complainant.

		  Discuss the complaint with the Complainant to clarify the issues and attempt an



    immediate resolution.

In completing an investigation, the complaint investigator has the following responsibilities:

General Process Overview

Step Three – Complaint Investigation

Lesson One

Please click the Next button to continue to the next slide.

Complaint Investigator Responsibilities



Step Three – Complaint Investigation 



Complaint Investigator Responsibilities

 

In completing an investigation, the complaint investigator has the following responsibilities:

 

		Discuss the complaint with the complainant to clarify the issues and attempt an immediate resolution.

		Amend the complaint, if necessary, and take immediate steps to resolve the complaint.  Complaint amendments must be documented on the “Complaint Amendment,” form LCR003.  If completed, a copy of the form must be sent to the complainant within 5 business days after complaint investigator’s discussion with the complainant.

		Further investigate the matter as necessary by obtaining pertinent case information and documents from the appropriate caseworker, FTB, and/or any other appropriate source.  Determine what LCSA and/or FTB action is required to resolve the complaint and take action to achieve such resolution.
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General Process Overview

Lesson One

Please click the Next button to continue to the next slide.

A complaint can be filed almost any time a customer is dissatisfied with a child support action or inaction of the LCSA or FTB.  A concern/issue becomes a complaint at the point a customer states that he/she wants to file a complaint.

Step One – Filing a Complaint

At the point where the customer – a CP or NCP – files a complaint, he/she receives the added distinct and temporary title of “complainant.”

What constitutes a complaint?  A complaint is a verbal or written statement of a dispute the complainant feels is unresolved and, for which the complainant is requesting resolution.  In order for such a complaint to fall within the jurisdiction of the complaint resolution process, it must be about an action or inaction of the Local Child Support Agency (LCSA) or the Franchise Tax Board (FTB), concerning a child support case.  

by a CP or NCP

Such a statement must be made within ninety (90) calendar days after the complainant knew or should have known of the action or inaction that is the subject of the complaint.



Step One – Filing a Complaint



What constitutes a complaint?  A complaint is a verbal or written statement of a dispute the complainant feels is unresolved and, for which the complainant is requesting resolution.  In order for such a complaint to fall within the jurisdiction of the complaint resolution process, it must be about an action or inaction of the Local Child Support Agency (LCSA) or the Franchise Tax Board (FTB), concerning a child support case. 

 

At the point where the customer - a CP or NCP - files a complaint,  he/she receives the added distinct and temporary title of “Complainant.”

 

A complaint can be filed almost any time a customer is dissatisfied with a child support action or inaction of an LCSA or FTB.   A concern/issue becomes a complaint at the point a customer states that he/she wants to file a complaint.  

 

Such a statement must be made within 90 days after a complainant knew or should have known of the action or inaction that is the subject of the complaint.
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Following the acknowledgement of the complaint and determination of jurisdictional authority, the investigation begins.

The investigation of any complaint must be completed and a written response provided to the complainant within thirty (30) calendar days of the complaint receipt date, unless the Director of the LCSA extends the complaint resolution period.  Lesson Two, Complaint Review and Investigation, discusses the topic of extensions.

General Process Overview

Step Three – Complaint Investigation

Lesson One

Please click the Next button to continue to the next slide.



Step Three – Complaint Investigation

 

Following acknowledgement of the complaint and determination of jurisdictional authority, the investigation begins.

 

The investigation of any complaint must be completed and a written response provided to the complainant within 30 calendar days of the complaint receipt date, unless the Director of the LCSA extends the complaint resolution period.  Lesson Two, Complaint Review and Investigation, discusses the topic of extensions.
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State Hearings are conducted by an Administrative Law Judge (ALJ) from the SHO who hears the case and manages the hearing process.



During the hearing, parties present their case and/or examine/cross-examine witnesses.   At the completion of the hearing, the ALJ may “hold the record open” for a limited time for the submission of additional documents/evidence not available at the hearing.  The “close of the record” occurs at the time the limited period expires.



The ALJ must then provide the Director of DCSS with a proposed decision within ten (10) business days of the “close of the record.”

General Process Overview

Step Five – State Hearings

Lesson One

Please click the Next button to continue to the next slide.



Step Five – State Hearings 



State Hearings are conducted by an Administrative Law Judge (ALJ) from the SHO who hears the case and manages the hearing process.



During the hearing, parties present their case and/or examine/cross-examine witnesses.   At the completion of the hearing, the ALJ may “hold the record open” for a limited time for the submission of additional documents/evidence not available at the hearing.  The “close of the record” occurs at the time the limited period expires.



The ALJ must then provide the Director of DCSS with a proposed decision within 10 business days of the “close of the record.”
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3.	Orders further hearing on the issue.

2.	Amends or modifies the proposed decision;

General Process Overview

Step Five – State Hearings

Lesson One

Please click the Next button to continue to the next slide.

Once the notice of decision has been properly distributed, Step Five is complete.  Lesson Three, State Hearings, provides more detailed information about the State Hearing process.

Within twenty (20) business days of the close of the record, the DCSS Director reviews the proposed decision and takes one of three possible actions:

1.	Adopts the decision as proposed;

The SHO is responsible for providing written notification of hearing results to the complainant and LCSA within ten (10) business days of the date of the Director’s decision.

It is important to note that if the DCSS Director does not take one of these actions within twenty (20) business days following the date of the hearing, the ALJ’s proposed decision is adopted by operation of law.

Hearing Decisions



Step Five – State Hearings 



Hearing Decisions

 

Within 20 business days of the close of the record, the DCSS Director reviews the proposed decision and takes one of three possible actions:



1.       Adopts the decision as proposed;

2.       Amends or modifies the proposed decision; 	

3.       Orders further hearing on the issue.

 

It is important to note that if the DCSS Director does not take one of these actions within 20 business days following the date of the hearing, the ALJ’s proposed decision is adopted by operation of law.

 

The SHO is responsible for providing written notification of hearing results to the complainant and LCSA within 10 business days of the date of the Director’s decision.

 

Once the notice of decision has been properly distributed, Step Five is complete.  Lesson Three, State Hearings, provides more detailed information about the State Hearing process.
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		  Orally summarize the written position statement that supports the LCSA’s and/or FTB’s



   action(s) or inaction(s).

		  Make binding agreements and stipulations on behalf of the LCSA during the



   hearing.

		  Cross-examine the complainant or the complainant’s authorized representative, and



    the complainant’s witness(es).

		  Respond to any questions from the complainant or authorized representative, or ALJ



   concerning the case.

		  Examine LCSA and/or FTB witness(es).



		  Make available at the hearing, the LCSA case record documents that are not



   confidential and are relevant to the complaint.

General Process Overview

Step Five – State Hearings

LCSA SHR Responsibilities

The LCSA SHR performs the following case presentation activities at the State Hearing as necessary:

Lesson One

Please click the Next button to continue to the next slide.

Lesson Three, State Hearings, provides more detailed information about the conduct of State Hearings.



Step Five - State Hearings 



LCSA SHR Responsibilities 



The LCSA SHR performs the following case presentation activities at the State Hearing as necessary:



		Orally summarize the written position statement that supports the LCSA’s and/or FTB’s



   action(s) or inaction(s).

		Examine LCSA and/or FTB witness(es).

		Cross-examine the complainant or the complainant’s authorized representative, and



    the complainant’s witness(es).

		Respond to any questions from the complainant or authorized representative, or ALJ



   concerning the case.

		Make available at the hearing, the LCSA case record documents that are not



   confidential and are relevant to the complaint.

		Make binding agreements and stipulations on behalf of the LCSA during the



   hearing.



Lesson Three, State Hearings, provides more detailed information about the conduct of State Hearings.
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General Process Overview

Step Six – Appeals

Lesson One

Please click the Next button to continue to the next slide.

Complainant Dissatisfied – Final Remedies

Both the complainant and the LCSA have the right to appeal the State Hearing decision.  Two paths are available:

		The administrative path:  the complainant or LCSA appeals the Director’s decision and petitions for a rehearing;



2.     The legal path:  the complainant files an action with the Superior Court.

If a complainant/LCSA chooses the administrative path and the request for rehearing is denied or the complainant/LCSA is not satisfied with the results of the rehearing, the legal path is still available to the complainant.

This action completes Step Six and completes the Complaint Resolution and State Hearing processes.



Step Six – Appeals

 

Dissatisfaction – Final Remedies



Both the complainant and the LCSA have the right to appeal the State Hearing decision.  Two paths are available:

 

1.   The administrative path:  the complainant or LCSA appeals the Director’s decision and petitions for a

      rehearing; 

 

2.    The legal path:  the complainant files an action with the Superior Court.

 

If a complainant/LCSA chooses the administrative path and the request for rehearing is denied or the complainant/LCSA is not satisfied with the results of the rehearing, the legal path is still available to the complainant.



This action completes Step Six and completes the Complaint Resolution and State Hearing processes.
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		  Describe the purpose and intent of the Complaint Resolution and State Hearing processes.

		  Use the course materials in your Complaint Resolution and State Hearing Training Student



   Tool Book to respond to general questions about the processes and/or refer questions to

    the appropriate party.

General Process Overview

Lesson One Review

This concludes Lesson One.  You should now be able to:

Lesson One

Please click the Next button to continue to the next lesson.

This lesson includes a mandatory open-book examination that can be found in the Lesson One section of your Student Tool Book.  If one is not there, please contact your training coordinator or supervisor to obtain the form.  Follow local procedures for completing and submitting this exam.

You must complete the examination to receive credit for completing this mandatory training.  

We would appreciate you taking the time to complete the course evaluation form.  

Your responses on this form help us ensure we are designing and maintaining training materials that best meet your needs. 

Thank you.



Lesson One Review



This concludes Lesson One.  You should now be able to:

 

		Describe the purpose and intent of the complaint resolution and state hearing processes;

		Use the course materials in your Student Tool Book to respond to general questions about the processes and/or refer questions to the appropriate party.



 

This lesson includes a mandatory open-book examination that can be found in the Lesson One section of your Student Tool Book.  If one is not there, please contact your training coordinator or supervisor to obtain the form.  Follow local procedures for completing and submitting this exam.  You must complete the examination to receive credit for completing this mandatory training.

 

We would appreciate you taking the time to complete the course evaluation form.  Your responses on this form help us ensure we are designing and maintaining training materials that best meet your needs.

 

Thank you.
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Satisfaction – Complaint Closed

Provided both the complainant and LCSA are satisfied with the results of the State Hearing and any required actions are completed, there is no further action necessary.  The LCSA should close the complaint.  Lesson Four, Administration, provides training on this topic and important information on record retention requirements.

General Process Overview

Step Five – State Hearings

Lesson One

Please click the Next button to continue to the next slide.

Hearing Decisions



Satisfaction – Complaint Closed



Provided both the complainant and LCSA are satisfied with the results of the State Hearing and any required actions are completed, there is no further action necessary.  The LCSA should close the complaint.  Lesson Four, Administration, provides training on this topic and important information on record retention requirements.
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		  Complaints arising from the review of a court order for child and/or spousal support



    or a court order or equivalent determination of paternity.

		  Complaints challenging the amount of child support or child support arrears set by



   a court.

		  Complaints arising from custody and/or child visitation determinations.



		  Child support matters which must, by law, be addressed by the court, unless the 



    same law specifically provides for an administrative review.

General Process Overview

Step Four– Filing and Preparing for State Hearings

Lesson One

Please click the Next button to continue to the next slide.

Filing Requirements

A complainant who has completed and is dissatisfied with the results of the local complaint resolution process has the right to a State Hearing, provided the subject of the complaint/hearing request falls within the jurisdiction of the State Hearing process, which does not include: 

Additionally, State Hearings cannot resolve complaints of alleged discourteous treatment by an LCSA employee unless such conduct resulted in one of the actions or inactions that is the primary subject of the complaint/hearing request.  In any other instances, discourteous treatment issues should be referred to the lead Ombudsperson.



Step Four – Filing and Preparing for State Hearing



Filing Requirements



A complainant who has completed and is dissatisfied with the results of the local complaint resolution process has the right to a State Hearing, provided the subject of the complaint/hearing request falls within the jurisdiction of the state hearing process which does not include:

 

		Child support matters which must, by law, be addressed by the court, unless the same law specifically provides for an administrative review.

		Complaints challenging the amount of child support or child support arrears set by a court.

		Complaints arising from the review of a court order for child and/or spousal support or a court order or equivalent determination of paternity.

		Complaints arising from custody and/or child visitation determinations.  



 

Additionally, state hearings cannot resolve complaints of alleged discourteous treatment by an LCSA employee unless such conduct resulted in one of the actions or inactions that is the primary subject of the complaint/hearing request.  In any other instances, discourteous treatment issues should be referred to the lead Ombudsperson. 
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General Process Overview





Once a complainant states that he/she wants to file a complaint, he/she should be encouraged, but is not required, to document their complaint on the “Request for Complaint Resolution,” form LCR001.  But a complaint can be submitted verbally or in writing.

		  Written complaints can come in two



   forms – either on the form LCR001 or

   any other document.  With written

   complaints, the complaint receipt date is

   the date the LCSA receives the form or

   written document.



		  The LCSA must, within five (5)



    business days of this date, complete

    and send to the complainant the form

    LCR002, along with a blank form SH001.

		  If a customer submits a verbal



   complaint, the complaint receipt date is

   the date the LCSA receives the verbal

   complaint information.



		  In such cases, within five (5) business



   days the LCSA must:



  1.  Document the complaint information

       onto the form LCR001, and 

  2.  Complete the “Complaint

       Acknowledgement,” form LCR002,

       and

  3.  Mail copies of both documents, along

       with a blank “Request for State

       Hearing,” form SH001, to the

       complainant.

Verbal Complaint

Written Complaint

Step One – Filing a Complaint

How are complaints received?

Please click the Next button to continue to the next slide.

Lesson One



Step One – Filing a Complaint



How Are Complaints Received?



Once a complainant states that he/she wants to file a complaint, he/she should be encouraged, but is not required, to document their complaint on the “Request for Complaint Resolution,” form LCR001.  But a complaint can be submitted verbally or in writing.

 

Verbal Complaint



		If a customer submits a verbal complaint, the receipt date is the date the LCSA receives the verbal complaint information. 

		In such cases, within five (5) business days the LCSA must:

		  Document the complaint information onto the form LCR001, and

		  Complete the “Complaint Acknowledgement,” form LCR002, and

		  Mail copies of both documents, along with a blank “Request for State Hearing,” form



     SH001, to the complainant.

 

Written Complaint



		Written complaints can come in two forms – either on the form LCR001 or any other written document.  With written complaints, the complaint receipt date is the date the LCSA receives the form or written document.  

		The LCSA must, within five (5) business days of this date, complete and send to the complainant the form LCR002, along with a blank form SH001.
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		  Complainant’s name and address.



		  If available, the complainant’s telephone number, FAX number and/or electronic



   mail address.

		  The LCSA case number.



		  A description of the action or inaction that is the subject of the complaint.



If a customer presents a complaint verbally and does not complete the form LCR001, the LCSA must document the verbal complaint on the form LCR001 with the following minimum information:

General Process Overview

What Must the LCSA Do?

Lesson One

Step One – Filing a Complaint

A copy of the completed form LCR001 must then be sent to the complainant within five (5) business days of the complaint receipt date.  Once the form LCR001 is filed and a copy is sent to the complainant, Step One is complete.

Please click the Next button to continue to the next slide.



Step One – Filing a Complaint



What Must the LCSA Do?



If a customer presents a complaint verbally and does not complete the form LCR001, the LCSA must document the verbal complaint on the LCR001 with the following minimum information:

 

		Complainant’s name and address.

		If available, the complainant’s telephone number, FAX number and/or electronic mail address.

		The LCSA case number.

		A description of the action or inaction that is the subject of the complaint.



 

A copy of the completed form LCR001 must then be sent to the complainant within five (5) business days of the complaint receipt date.  Once the form LCR001 is filed and a copy is sent to the complainant, Step One is complete.
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Within five (5) business days of the complaint receipt date, the LCSA must take the following actions:

Step Two – Complaint Review

General Process Overview

Lesson One

Please click the Next button to continue to the next slide.

Once a complaint is received, an individual must be assigned as a complaint investigator.  This cannot be:

Determining Jurisdiction

		  The individual whose action/inaction is the subject of the complaint.



		  The Ombudsperson.



		Complete and send to the complainant the form LCR002, which must include the



	following:

		Explanation of the complaint resolution process and associated time frames.

		Explanation of the State Hearing process and associated time frames.

		A blank form SH001.





Step Two – Complaint Review



Determining Jurisdiction



Once a complaint is received, an individual must be assigned as a complaint investigator.  This cannot be:

 

		The individual whose action/inaction is the subject of the complaint.

		The Ombudsperson.



 

 

Within five (5) business days of the complaint receipt date, the LCSA must take the following actions:

 

1.       Complete and send to the complainant the form LCR002 which must include the following:

 

		Explanation of the complaint resolution process and associated time frames.  

		Explanation of the State Hearing process and associated time frames.

		A blank form SH001.
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		  Complaints arising from custody and/or child visitation determinations.



		  Complaints arising from the review of a court order for child and/or spousal support,



    or a court order or equivalent determination of paternity.

		  Complaints challenging the amount of child support or child support arrears set by a



    court.

		  Child support matters which must, by law, be addressed by the court, unless the 



    same law specifically provides for an administrative review.

		  Complaints that, by law, must be resolved so quickly that going through the



    complaint resolution process would jeopardize the CP’s or NCP’s rights.

General Process Overview

Issues Outside of the Complaint Resolution Process

While complaints can be filed on any action or inaction of the LCSA and/or FTB, there are issues that cannot be resolved through this process.  These include:

Step One – Filing a Complaint

Lesson One

Please click the Next button to continue to the next slide.

Complaints should be reviewed during Step Two, Complaint Review and Investigation, to ensure the subject of the complaint falls within the jurisdiction of the complaint resolution process. 



Step One – Filing a Complaint



Issues Outside of the Complaint Resolution Process



While complaints can be filed on any action or inaction of the LCSA and/or FTB, there are issues that cannot be resolved through this process.  These include:

 

		Child support matters which must, by law, be addressed by the court, unless the same law specifically provides for an administrative review.

		Complaints challenging the amount of child support or child support arrears set by a court.

		Complaints arising from the review of a court order for child and/or spousal support or a court order for equivalent determination of paternity.

		Complaints arising from custody and/or child visitation determinations.  

		Complaints that, by law, must be resolved so quickly that going through the complaint resolution process would jeopardize the CP’s or NCP’s rights.





Complaints should be reviewed during Step Two, Complaint Review and Investigation, and ensure the subject of the complaint falls within the jurisdiction of the complaint resolution process.





Slide Properties:

		Audio (optional)

		Navigational buttons (Back, Menu and Next) are activated on this slide

		User action(s) required to advance to the next slide
















_1059307615.ppt
Back

Menu

Next

Complaint Resolution & State Hearing Training



General Process Overview

In 1999, a Bureau of State Audits report found that the child support enforcement program in California was lacking in many areas, including a sense of overall vision and uniformity of practice.

In response to the desire to improve quality of service and the identified need for a uniform statewide mechanism for receiving and resolving complaints from Custodial Parties (CP) and Non-Custodial Parents (NCP), the California Legislature passed and the Governor signed Assembly Bill 472 (AB 472) in 1999.

The intent of the bill was to improve service to CPs and NCPs, increase accountability, and provide a source of information about the overall effectiveness of the child support program.

The bill was part of a package of legislation that created the California Department of Child Support Services (DCSS) and transferred responsibility for local oversight from the District Attorney’s Office to the new State department.  DCSS was required to have a complaint resolution and state hearing process in place by July 1, 2001.

The DCSS has prepared regulations that set forth the operational procedures and requirements for Complaint Resolution and State Hearing program administration.  This course has been prepared to support the implementation of those regulations.  Refer to CSS letter 01-20 dated July 25, 2001 for information about issue resolution.  Let’s turn our attention now to a global view of the processes themselves.

Lesson One

Please click the Next button to continue to the next slide.



In 1999, a Bureau of State Audits report found that the child support enforcement program in California was lacking in many areas, including a sense of overall vision and uniformity of practice. 

 

In response to the desire to improve quality of service and the identified need for a uniform statewide mechanism for receiving and resolving complaints from Custodial Parties (CP) and Non-Custodial Parents (NCP) -- the California Legislature passed and the Governor signed Assembly Bill (AB) 472 in 1999.

 

The intent of the bill was to improve service to CPs and NCPs, increase accountability, and provide a source of information about the overall effectiveness of the child support program.

 

The bill was part of a package of legislation that created the California Department of Child Support Services (DCSS) and transferred responsibility for local oversight from the District Attorney’s Office to the new State department.  DCSS was required to have a complaint resolution and state hearing process in place by July 1, 2001.  

 

DCSS has prepared regulations that set forth the operational procedures and requirements for complaint resolution and state hearing program administration.  This course has been prepared to support the implementation of those regulations.  You should refer to CSS Letter 01-20 dated July 25, 2001 for information about issue resolution.  Let’s turn our attention now to a global view of the processes themselves.
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General Process Overview

The processes have at their core a contention from a CP or NCP that a IV-D action/inaction is inappropriate.  This lesson takes you on a tour of the complaint resolution and state hearing processes.  There are 6 stops on our tour:

Lesson One

Complaint Resolution – Six Steps

Filing a Complaint

Complaint Review

Filing & Preparing for a State Hearing

Complaint Investigation

State Hearings

Appeals

Please click the Next button to continue to the next slide.

Step One

Step Two

Step Three

Step Four

Step Five

Step Six

If at any point during the Complaint Resolution or State Hearing processes the complainant is satisfied that their concerns have been addressed, the cycle ends and the complaint can be closed.



Complaint Resolution – Six Steps



The processes have at their core a contention from a CP or NCP that a IV-D action/inaction is inappropriate.  This lesson takes you on a guided tour of the complaint resolution and state hearing processes.  There are six stops on our tour:

 

1.  Filing a Complaint

2.  Complaint Review

3.  Complaint Investigation

4.  Filing & Preparing for a State Hearing

5.  State Hearings

6.  Appeals 

 

If at any point during the complaint resolution or state hearing processes the complainant is satisfied that their concerns have been addressed, the cycle ends and the complaint can be closed.
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		  Describe the purpose and intent of the Complaint Resolution and State Hearing processes.

		  Use course materials as references to respond to general questions about the processes



    and/or refer questions to the appropriate party.

General Process Overview

Learning Objectives

At the conclusion of this lesson, you should be able to:

The decisions you make and work you complete every day

Lesson One

have a direct or indirect impact on our customers.

Please click the Next button to continue to the next slide.

The Complaint Resolution and State Hearing processes help ensure good customer service.  This is why you should know how complaints are brought forward and resolved.  It is important every child support worker is able to apply this knowledge to their work. 

This training course discusses activities that must occur once a customer presents a complaint to a child support organization.

Tip   It is recommended you locate the process map in the Lesson One section of the Student Tool Book and refer to it throughout this lesson.



You are now beginning Lesson One, General Process Overview.  Lesson One provides an overview of the complaint resolution and state hearing processes.  



The decisions you make and work you complete every day have a direct or indirect impact on our customers.

 

The complaint resolution and state hearing processes help ensure good customer service.  This is why you should know how complaints are brought forward and resolved.   It is important every child support worker is able to apply this knowledge to their work.  This training course discusses activities that must occur once a customer presents a complaint to a child support organization.



Learning Objectives

 

At the conclusion of this lesson, you should be able to:

 

		Describe the purpose and intent of the complaint resolution and state hearing processes.

		Use course materials as references to respond to general questions about the processes and/or refer questions to the appropriate party.



 

TIP = It is recommended you locate the process map in the Lesson One section of your Student Tool Book and refer to it throughout this lesson.
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