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A complaint should be closed after the Local Child Support Agency:

 

 

  

Has acknowledged the complaint.

 

  Has either reached resolution during initial interview or has investigated the 

complaint.

 

  Has issued a written notice of complaint resolution (LCR006).

 

  Has completed and/or monitored the completion of all actions required to resolve 

the complaint.

 

 

 

 

 

 

 

 

 

 

 

 

 

Once the LCSA has determined a complaint should be closed, 

 

th

e agency should ensure that the following complaint information is maintained 

 

in a manner consistent with record retention policy:

 

 

 

The name, address and telephone number of the complainant and the authorized 

representative.

 

 

The identification of the complainant as custodial or non custodial parent.

 

 

The LCSA case number.

 

 

The date the complaint was received, the nature of the complaint and the date of 

the resolution.

 

 

T

he action required to resolve the complaint including both of the following:

 

o

 

The unit(s), LCSA employee(s), or other agency(ies) or third party(ies), 

responsible for completing the resolution action(s).

 

o

 

The date the resolution action(s) were completed.

 

 

The dates the Request for Complaint Resolution Acknowledgement and the 

Written Notice of Complaint Resolution forms were mailed to complainant.
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A complaint should be closed after the Local Child Support Agency:

 

 

  

Has acknowledged the complaint.

 

  Has either reached resolution during initial interview or has investigated the 

complaint.

 

  Has issued a written notice of complaint resolution (LCR006).

 

  Has completed and/or monitored the completion of all actions required to resolve 

the complaint.

 

 

 

 

 

 

 

 

 

 

 

 

 

Once the LCSA has determined a complaint should be closed, 

 

th

e agency should ensure that the following complaint information is maintained 

 

in a manner consistent with record retention policy:

 

 

 

The name, address and telephone number of the complainant and the authorized 

representative.

 

 

The identification of the complainant as custodial or non custodial parent.

 

 

The LCSA case number.

 

 

The date the complaint was received, the nature of the complaint and the date of 

the resolution.

 

 

T

he action required to resolve the complaint including both of the following:

 

o

 

The unit(s), LCSA employee(s), or other agency(ies) or third party(ies), 

responsible for completing the resolution action(s).

 

o

 

The date the resolution action(s) were completed.

 

 

The dates the Request for Complaint Resolution Acknowledgement and the 

Written Notice of Complaint Resolution forms were mailed to complainant.
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•

Describe from memory DCSS’ expectations regarding local admini

stration of the

Complaint Resolution and State Hearing processes.

•

Use legal requirement and regulatory references to compile and

maintain appropriate

confidential and non

-

confidential records regarding complaints filed and investigated

at

your agency.

•

Use course references to provide effective and timely reports 

relative to complaint activity.

•

Use legal requirement and regulatory references to ensure agen

cy compliance with

required resolution and State Hearing actions.

Administration

Administration

Learning Objectives

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

Lesson Four

Please click the 

Next

Next

button to continue to the next slide.

The material in Lesson Four provides valuable tools and informat

ion you will need to meet 

the record keeping and reporting requirements of the complaint r

esolution and state 

hearing regulations.


Introduction
 

You are now beginning Lesson Four, Administration.  This lesson addresses requirements for the proper administration of the local complaint resolution process and builds upon the information provided in the other Lessons in this course.  Prior completion of at least Lesson One, General Process Overview, is important for your understanding of this material, so if you have not completed Lesson One, please do so before continuing with Lesson Four.

 

The material in Lesson Four provides valuable tools and information you will need to meet the record keeping and reporting requirements of the complaint resolution and state hearing regulations.

 

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

 

· Describe from memory the DCSS’ expectations regarding local administration of the Complaint Resolution and State Hearing processes.

· Use legal requirement and regulatory references to compile and maintain appropriate confidential and non-confidential records regarding complaints filed and investigated at your agency.

· Use course references to provide effective and timely reports relative to complaint activity.

· Use legal requirement and regulatory references to ensure agency compliance with required resolution and state hearing actions.
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•

Not refuse to assist a complainant in requesting a State Hearing

.

•

Comply with the outcomes of the complaint resolution and state h

earing processes.

•

Maintain appropriate case records in a manner consistent with ca

se management

policies.

•

Not discourage a complainant from filing a complaint or requesti

ng a State Hearing.

•

Submit required reports regarding local complaint resolution act

ivities to DCSS.

•

Adopt and maintain the complaint resolution process specified 

in the regulations.

Administration

Administration

Lesson Four

Please click the 

Next

Next

button to continue to the next slide.

DCSS Expectations 

–

Local Program Administration

Each Local Child Support Agency (LCSA) under the DCSS is expecte

d to:


DCSS Expectations – Local Program Administration

 

Each Local Child Support Agency (LCSA) under the DCSS is expected to:

 

· Adopt and maintain the complaint resolution process specified in the regulations.

· Not discourage a complainant from filing a complaint or requesting a State Hearing.   

· Not refuse to assist a complainant in requesting a State Hearing.

· Comply with the outcomes of the complaint resolution and state hearing processes.

· Maintain appropriate case records in a manner consistent with case management policies.

· Submit required reports regarding local complaint resolution activities to DCSS.
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•

Any other information and documents pertaining to a child supp

ort case.

•

The amounts and sources of support collections and the distribut

ion of these collections.

•

Any fees charged or paid for support enforcement services, or an

y other administrative

costs.

•

Applications for child support services.

•

Any statistical, fiscal, and other records necessary for reporti

ng and accountability

pursuant to 45, Code of Federal Regulations, Section 302.15 (

a)(7).  

•

Actions to locate non

-

custodial parents (

NCPs

), to establish paternity and to obtain, 

modify, and enforce support orders, including medical support

, and the costs incurred in

such actions. This includes any relevant facts, dates, and acti

ons taken by the LCSA and

the results of such action.

•

All records pertaining to complaint resolution 

specified in Title 22, Division 13, Chapter

10 of the California Code of Regulations

.  This is the new requirement added as a

result of the complaint resolution regulations, so we

’

ll look at this in a little more detail

…

Administration

Administration

Lesson Four
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button to continue to the next slide.

Records Management

Each LCSA is required to maintain records necessary for the admi

nistration of the Title IV

-

D 

program.  Records management provisions for complaint resolution

records have been 

added to these existing requirements which now cover all of the 

following:


Records Management
 

Each LCSA is required to maintain records necessary for the administration of the Title IV-D program.  Records management provisions for complaint resolution records have been added to these existing requirements which now cover all of the following:

· Applications for child support services.

· Actions to locate non-custodial parents (NCPs), to establish paternity and to obtain, modify, and enforce support orders, including medical support, and the costs incurred in such actions. This includes any relevant facts, dates, and actions taken by the LCSA and the results of such action.

· The amounts and sources of support collections and the distribution of these collections.

· Any fees charged or paid for support enforcement services, or any other administrative costs.

· Any statistical, fiscal, and other records necessary for reporting and accountability pursuant to 45, Code of Federal Regulations, Section 302.15 (a)(7).  

· Any other information and documents pertaining to a child support case.

· All records pertaining to complaint resolution specified in Title 22, Division 13, Chapter 10 of the California Code of Regulations.  This is the new requirement added as a result of the complaint resolution regulations, so we’ll look at this in a little more detail…
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•

The action required to resolve the complaint, including both of 

the following:

§

The unit(s), LCSA employee(s),other agency(

ies

) and/or third party(

ies

) responsible for

completing the resolution action(s)

•

The dates the Request for Complaint Resolution Acknowledgement, 

form LCR002 and

the Notice of Complaint Resolution, form LCR006 were mailed to 

complainant.

§

The date the resolution action(s) were completed.

•

The LCSA case number.

•

The name, address and telephone number of the complainant and th

e authorized

representative, if one was identified.

•

The identification of the complainant as Custodial Party (CP) or

NCP.

•

The date the complaint was received, the nature of the complaint

and the date of the

resolution.
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button to continue to the next slide.

Complaint Resolution Records

The following complaint information must be maintained:

Note

:  Much of this information must also be entered into and mainta

ined on the Complaint 

Resolution Tracking System (CRTS).  Lesson Five, Automated Track

ing System, provides 

more detailed information about this system.


Complaint Resolution Records
 

The following complaint information must be maintained:

 

· The name, address and telephone number of the complainant and the authorized representative, if one was identified.

· The identification of the complainant as Custodial Party (CP) or NCP.

· The LCSA case number.

· The date the complaint was received, the nature of the complaint and the date of the resolution.

· The action required to resolve the complaint, including both of the following:

· The unit(s), LCSA employee(s), other agency(ies) and/or third party(ies) responsible for completing the resolution action(s)

· The date the resolution action(s) were completed.

· The dates the Request for Complaint Resolution Acknowledgement, form LCR002 and the Notice of Complaint Resolution, form LCR006 were mailed to complainant.

 

Note:  Much of this information must also be entered into and maintained on the Complaint Resolution Tracking System (CRTS).  Lesson Five, Automated Tracking System, provides more detailed information about this system.
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Confidential Records

Child and spousal support information used in the administration

of the Title IV

-

D Program 

is confidential and should not be disclosed unless authorized un

der disclosure provisions 

–

this includes complaint information.  

“

Information

”

includes all:

All records and information obtained from other sources such as 

the Federal Parent Locator 

Service, Department of Motor Vehicles, Department of Justice and

private financial 

institutions must also be safeguarded in accordance with the req

uirements set forth by the 

source agency.

•

Applications

•

Files and records

•

Papers and documents

•

Microfilm/Microfiche

•

Child and spousal support enforcement records related to:

§

Determination of paternity.

§

Establishment, modification, and/or enforcement of child suppo

rt, spousal

support, and medical support orders.

•

Information related to abducted children or the location of th

e concealing, detaining, or

abducting person.

•

Information related to crimes against a child.


Confidential Records
 

Child and spousal support information used in the administration of the Title IV-D Program is confidential and should not be disclosed unless authorized under disclosure provisions – this includes complaint information.  “Information” includes all:

· Applications

· Files and records

· Papers and documents

· Microfilm/Microfiche

· Child and spousal support enforcement records related to:

· Determination of paternity.

· Establishment, modification, and/or enforcement of child support and medical support orders. 

· Establishment, modification, and/or enforcement of spousal support orders.

· Information related to abducted children or the location of the concealing, detaining, or abducting person. 

· Information related to crimes against a child.

 

All records and information obtained from other sources such as the Federal Parent Locator Service, Department of Motor Vehicles, Department of Justice and private financial institutions must also be safeguarded in accordance with the requirements set forth by the source agency.
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Complainants have the right during regular business hours to exa

mine non

-

confidential 

portions of the case record and non

-

confidential information the LCSA used to make its 

decision at the conclusion of the complaint review and investiga

tion process.

If relevant portions of the case record are confidential, the co

mplainant can only inspect 

them in accordance with the Disclosure of information permission

s which authorize 

disclosure:

Administration

Administration

Lesson Four
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Next
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Disclosure of Information Provisions

•

To public agencies for administrative, civil, or criminal inve

stigations, actions, 

proceedings, or prosecutions directly related to the administ

ration of the Title IV

-

D

Program.

•

To the local agency responsible for:

§

The administration of the Title IV

-

D program in another state.

§

The programs funded under Titles IV

-

A, IV

-

B and IV

-

E of the Federal Social

Security Act.

•

To 

the person or his/her designee who wrote, prepared, or furnished

the document 

being requested.  If the designee has written authorization.

•

To the courts for Title IV

-

D related activities.


Disclosure of Information Provisions
 

Complainants have the right during regular business hours to examine non-confidential portions of the case record and non-confidential information the LCSA used to make its decision at the conclusion of the complaint review and investigation process. 

 

If relevant portions of the case record are confidential, the complainant can only inspect them in accordance with the Disclosure of information permissions which authorize disclosure: 

 

· To public agencies for administrative, civil, or criminal investigations, actions, proceedings, or prosecutions directly related to the administration of the Title IV-D program.

· To the local agency responsible for:

· The administration of the Title IV-D program in another state.

· The programs funded under Titles IV-A, IV-B and IV-E of the Federal Social Security Act.

· To the person or his/her designee who wrote, prepared, or furnished the document being requested.  If the requested information is being provided to a designee, the designee must have written authorization.

· To the courts for Title IV-D related activities.
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•

To law enforcement including a district attorney, law enforcemen

t agency, state or county

child protective agency, or for use in any judicial proceeding

, to the extent permitted by

federal law and regulation, to:

§

Aid or assist in the investigation or prosecution of cases inv

olving child

abduction.

§

Prosecute an individual for a crime against a child.

•

To protect a child.

•

With regard to a payment history of an obligor, to the obligor

, court, or person on whose

behalf enforcement actions are being taken or to his/her design

ee, if that designee has

written authorization.

•

With regard to income and expense information of either parent

, to the other parent 

for the purpose of establishing or modifying a child support 

order. 

•

With regard to medical insurance information for a child, to t

he other parent for the

purpose of establishing, modifying, or enforcing a medical supp

ort order.  

•

If required to be disclosed by a court order to the person des

ignated in the court order.

•

For public records subject to disclosure under the Public Reco

rds Act.

•

To individuals who are authorized to have access to informatio

n from the Federal

Parent Locator Service

.

Administration

Administration

Lesson Four

Please click the 

Next

Next

button to continue to the next slide.

Disclosure of Information Provisions  (continued)

Disclosure of information provisions authorize disclosure:


Disclosure of Information Provisions  (continued)

Disclosure of information provisions authorize disclosure: 

 

· To law enforcement including a district attorney, law enforcement agency, state or county child protective agency, or for use in any judicial proceeding, to the extent permitted by federal law and regulation, to: 

· Aid or assist in the investigation or prosecution of cases involving child abduction. 

· Prosecute an individual for a crime against a child.

· To protect a child.

· With regard to a payment history of an obligor, to the obligor, court, or person on whose behalf enforcement actions are being taken or to his/her designee, if that designee has written authorization.  

· With regard to income and expense information of either parent, to the other parent for the purpose of establishing or modifying a child support order. 

· With regard to medical insurance information for a child, to the other parent for the purpose of establishing, modifying, or enforcing a medical support order.  

· If required to be disclosed by a court order to the person designated in the court order.

· For public records subject to disclosure under the Public Records Act. 

· To individuals who are authorized to have access to information from the Federal Parent Locator Service.
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The disclosure of information on the whereabouts of one party or

the child to the other party 

is prohibited if:

Administration

Administration
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Disclosure of Location

•

The LCSA has reason to believe that release of the information m

ay result in physical or

emotional harm to the party or the child; or

•

A good cause claim, pursuant to Section 11477.04, Welfare and In

stitutions Code, has

been approved or is pending; or 

•

A protective order has been issued by a court or administrative 

agency.


Disclosure of Location
 

The disclosure of information on the whereabouts of one party or the child to the other party is prohibited if:  

 

· The LCSA has reason to believe that release of the information may result in physical or emotional harm to the party or the child; or

· A good cause claim, pursuant to Section 11477.04, Welfare and Institutions Code, has been approved or is pending; or 

· A protective order has been issued by a court or administrative agency. 
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Once a complaint has been successfully resolved OR the LCSA has 

taken all steps 

possible to secure successful resolution, the complaint process 

can be closed.  This can 

occur after the LCSA:

Administration

Administration

Lesson Four

Please click the 

Next

Next

button to continue to the next slide.

Requirements for Complaint Resolution Process Closure

•

Has acknowledged the complaint by completing and sending to the

complainant the 

“

Complaint Resolution Acknowledgement,

”

form LCR002.

•

Has either reached resolution during the initial interview or

has investigated the

complaint.

Note

:  Lesson Two, Complaint Review and Investigation, provides more

detailed

information about this process.

•

Has issued the complainant a 

“

Notice of Complaint Resolution,

”

form LCR006.

•

Has completed and/or monitored the completion of all actions r

equired to resolve the

complaint.

•

Has updated the CRTS with all relevant complaint and resolutio

n information.

Note

:  Lesson Five, Automated Tracking System, provides more detaile

d information

about this system.


Requirements for Complaint Resolution Process Closure
 

Once a complaint has been successfully resolved OR the LCSA has taken all steps possible to secure successful resolution, the complaint process can be closed.  This can occur after the LCSA:

· Has acknowledged the complaint by completing and sending to the complainant the “Complaint Resolution Acknowledgement”, form LCR002.

· Has either reached resolution during the initial interview or has investigated the complaint.

Note:
Lesson Two, Complaint Review and Investigation, provides more detailed information about this process.

· Has issued to the complainant a Notice of Complaint Resolution, form LCR006.

· Has completed and/or monitored the completion of all actions required to resolve the complaint.

· Has updated the CRTS with all relevant complaint and resolution information.

Note:
Lesson Five, Automated Tracking System, provides more detailed information about this system.
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•

An open federal or State audit, and/or

•

Pending civil litigation, or a court order requiring such reco

rds be maintained for an

extended period.

Administration

Administration

Lesson Four

Please click the 

Next

Next

button to continue to the next slide.

Record Retention

Generally speaking, all closed Title IV

-

D case records should be retained for four (4) years 

and four (4) months from the date of case closure.

There are exceptions to this retention schedule, however, when t

here is:

In these cases, records should be retained until the audit and/o

r pending litigation or court 

order has been closed or completed.


Record Retention
 

Generally speaking, all closed Title IV-D case records should be retained for four years and four months from the date of case closure.  

There are exceptions to this retention schedule, however, when there is:

 

· An open federal or State audit, and/or

· Pending civil litigation, or a court order requiring such records be maintained for an extended period.

 

In these cases, records should be retained until the audit and/or pending civil litigation or court order has been closed or completed.
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Administration

Administration

Lesson Four
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Next

button to continue to the next slide.

Record Disposal

Electronic, microfilm, and microfiche records must be permanentl

y deleted, erased, and/or 

purged.  If confidential records are destroyed by a third party,

the LCSA must include a 

confidentiality clause in the contract with the third party to e

nsure record confidentiality through 

destruction.

This concludes the record compilation, retention, security and d

estruction requirements for 

child support and complaint resolution records.  Now we

’

ll look at reporting requirements.

Once record retention periods have expired and no other reason e

xists to maintain a 

particular set of child support case records, the records should

be destroyed.

To be considered destroyed, records must be obliterated in a man

ner that ensures the 

information contained in the records is indecipherable.

LCSAs

must ensure that printed 

confidential records are destroyed in one of the following ways:

•

Shredded

•

Recycled which results in destruction of the records

•

Burned

•

Erased

•

Obliterated

•

Buried 

(provided information contained in the records is made indeciphe

rable prior to burial).


Record Disposal
 

Once record retention periods have expired and no other reason exists to maintain a particular set of child support case records, the records should be destroyed.

 

To be considered destroyed, records must be obliterated in a manner that ensures the information contained in the records is indecipherable.  LCSAs must ensure that printed confidential records are destroyed in one of the following ways:    

 

· Shredded

· Recycled which results in destruction of the records.

· Burned

· Erased

· Obliterated

· Burial (provided information contained in the records is made indecipherable prior to burial).

 

Electronic, microfilm, and microfiche records must be permanently deleted, erased, and/or purged.  If confidential records are destroyed by a third party, the LCSA must include a confidentiality clause in the contract with the third party to ensure record confidentiality through destruction. 

 

This concludes the record compilation, retention, security and destruction requirements for child support and complaint resolution records.  Now we’ll look at reporting requirements.
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•

The number and percentage of complaints not closed within thir

ty (30) calendar days of

the complaint receipt date or within sixty (60) calendar days o

f the complaint receipt

date if the complaint resolution period was extended.

•

The number of complaints transferred to other 

LCSAs

.

•

The number and percentage of complaints closed within sixty (6

0) calendar days of the

complaint receipt date, if the complaint resolution period was 

extended.

Administration

Administration

Lesson Four

Please click the 

Next

Next

button to continue to the next slide.

Reporting Requirements

Within ten (10) business days

following the end of each calendar quarter, the LCSA must 

provide the DCSS with a written report containing the following 

information:

•

The number and nature of the complaints received.

•

The number and percentage of complaints closed within thirty (

30) calendar days of the

complaint receipt date.

Your Student Tool Book contains a checklist and calendar that wi

ll help ensure your 

agency’s timely submission of this required report.

•

The number of referrals to other agencies.


Reporting Requirements
Within ten (10) business days following the end of each calendar quarter, the LCSA must provide the DCSS with a written report containing the following information:

 

· The number and nature of the complaints received.

· The number and percentage of complaints closed within thirty (30) calendar days of the complaint receipt date.

· The number and percentage of complaints closed within sixty (60) calendar days of the complaint receipt date, if the complaint resolution period was extended.

· The number and percentage of complaints that have not been closed within thirty (30) calendar days of the complaint receipt date or within sixty (60) calendar days of the complaint receipt date if the complaint resolution period was extended.

· The number of complaints transferred to other LCSAs.

· The number of referrals to other agencies.

 

Your Student Tool Book contains a checklist and calendar that will help ensure your agency’s timely submission of this required report.
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•

Comply with the adopted decision even if a rehearing is requeste

d and/or granted by

the DCSS Director/designee, unless a request to stay compliance

pending rehearing

has been granted.

•

Comply with a rehearing decision subsequently rendered, to the e

xtent the decision

differs from the original adopted decision.

•

Initiate action to comply with the decision.

Administration

Administration

Lesson Four
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Next

Next

button to continue to the next slide.

Compliance Reports

At the conclusion of the state hearing process, the DCSS Directo

r/designee can adopt the 

proposed decision of the Administrative Law Judge who hears the 

complaint.

Immediately upon receipt of an adopted decision, the LCSA must:

The Compliance Report

.  If an adopted decision is wholly or partially in favor of the

complainant, the LCSA must, 

within thirty (30) 

calendar 

days

of receipt of the adopted 

decision, submit a compliance report to DCSS that sets forth the

specific manner in which 

the LCSA has complied and/or is complying with the order in the 

adopted decision.  DCSS 

will review the compliance report and notify the complainant and

the LCSA that the plan for 

compliance has been approved, or advise the parties of the actio

n that must be taken to 

ensure proper compliance with the adopted decision.

Note:  Lesson Three, State Hearings, provides detailed informati

on about the state hearing 

process.


Compliance Reports 

 

At the conclusion of the state hearing process, the DCSS Director/designee can adopt the proposed decision of the Administrative Law Judge (ALJ) who hears the complaint.

Immediately upon receipt of an adopted decision, the LCSA must:

· Initiate action to comply with such decision.

· Comply with the adopted decision even if a rehearing is requested and/or granted by the DCSS Director/desginee, unless a request to stay compliance pending rehearing has been granted.

· Comply with a rehearing decision subsequently rendered, to the extent the decision differs from the original adopted decision.

 

The Compliance Report.  If an adopted decision is wholly or partially in favor of the complainant, the LCSA must, within 30 calendar days of receipt of the adopted decision, submit a compliance report to DCSS that sets forth the specific manner in which the LCSA has complied and/or is complying with the order in the adopted decision.  DCSS will review the compliance report and notify the complainant and the LCSA that the plan for compliance has been approved, or advise the parties of the action that must be taken to ensure proper compliance with the adopted decision.

Note:  Lesson Three, “State Hearings”, provides detailed information about the State Hearing process.
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Complainant Dissatisfaction

.  A complainant has the right to contact DCSS, verbally or in 

writing, to express dissatisfaction with the

LCSAs

compliance efforts.  However, the 

complainant does not have a right to another state hearing conce

rning noncompliance with 

the adopted decision.

If such complaint occurs, DCSS shall determine the

LCSAs

compliance with the adopted 

decision and provide notice to the complainant.  If DCSS determi

nes the LCSA is 

not

complying with the adopted decision, DCSS will take any action n

ecessary to ensure 

compliance, and provide notice to the complainant of the action 

it has taken.

Administration

Administration

Lesson Four

Please click the 

Next

Next

button to continue to the next slide.

Compliance Reports (continued)


Compliance Reports  (continued)

Complainant Dissatisfaction.  A complainant has the right to contact DCSS, verbally or in writing, to express dissatisfaction with the LCSAs compliance efforts.  However, the complainant does not have a right to another state hearing concerning noncompliance with the adopted decision.

If such complaint occurs, DCSS shall determine the LCSAs compliance with the adopted decision and provide notice to the complainant.  If DCSS determines the LCSA is not complying with the adopted decision, DCSS will take any action necessary to ensure compliance, and provide notice to the complainant of the action it has taken.
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At any time before a scheduled hearing, the State Hearing Office

is permitted to, if 

requested verbally or in writing by the complainant or LCSA, iss

ue a subpoena for 

witnesses and/or records.

Witnesses may attend State Hearings.  A subpoenaed witness who a

ppears at a scheduled 

hearing at the request of the complainant and/or the LCSA can be

reimbursed for witness 

fees and mileage pursuant to Government Code Section 68093.   Th

is section states:

“

Except as otherwise provided by law, witness' fees for each day'

s actual attendance, 

when legally required to attend a civil action or proceeding, 

…

are thirty

-

five dollars 

($35.00) a day and mileage actually traveled, both ways, twenty 

cents ($0.20) a mile.

”
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Administration

Lesson Four

Please click the 

Next

Next

button to continue to the next slide.

Travel Reimbursement


Travel Reimbursement
 

At any time before a scheduled hearing, the State Hearing Office is permitted to, if requested verbally or in writing by the complainant or LCSA, issue a subpoena for witnesses and/or records.

 

Witnesses may attend State Hearings.  A subpoenaed witness who appears at a scheduled hearing at the request of the complainant and/or the LCSA can be reimbursed for witness fees and mileage pursuant to Government Code Section 68093.   This section states:

“Except as otherwise provided by law, witness' fees for each day's actual attendance, when legally required to attend a civil action or proceeding, …are thirty-five dollars ($35.00) a day and mileage actually traveled, both ways, twenty cents ($0.20) a mile.” 
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Lesson Four Review

Please click the 

Next

Next

button to continue to the next lesson.

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

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.

This lesson includes a mandatory examination 

that can be found in the Lesson Four 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.

•

Describe from memory DCSS’ expectations regarding local admini

stration of the

Complaint Resolution and State Hearing processes.

•

Use legal requirement and regulatory references to compile and

maintain appropriate

confidential and non

-

confidential records regarding complaints filed and investigated

at

your agency.

•

Use course references to provide effective and timely reports 

relative to complaint activity.

•

Use legal requirement and regulatory references to ensure agen

cy compliance with

required resolution and State Hearing actions.


Conclusion
 

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

 

· Describe from memory the DCSS’ expectations regarding local administration of the Complaint Resolution and State Hearing processes.

· Use legal requirement and regulatory references to compile and maintain appropriate confidential and non-confidential records regarding complaints filed and investigated at your agency.
· Use course references to provide effective and timely reports relative to complaint activity.

· Use legal requirement and regulatory references to ensure agency compliance with required complaint resolution and state hearing actions.

 

This lesson includes a mandatory examination that can be found in the Lesson Four 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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Within ten (10) business days following the end of each calendar quarter, a written report containing the following information must be submitted to the Department of Child Support Services

Report Content Requirements

· The number and nature of the complaints received over the reporting period.

· The number and percentage of complaints closed within 30 days of the complaint receipt date during the reporting period.

· For resolution periods that were extended, the number and percentage of complaints closed within 60 days of the complaint receipt date during the reporting period.

· The number and percentage of complaints that were not closed within 30 days of the complaint receipt date or within 60 days of the complaint receipt date for extended resolution periods during the reporting period.

· The number of complaints transferred to other local child support agencies during the reporting period.

· The number of referrals to other agencies during the reporting period.

Reporting Calendar

	REPORT
	DUE TO DCSS

	1st Quarter Report
	April 10

	2nd Quarter Report
	July 10

	3rd Quarter Report
	October 10

	4th Quarter Report
	January 10


Complaint Resolution & State Hearing

Regulation Implementation Training

Examination

Lesson Four – Administration

This is a closed-book examination.  You may use your reference materials (process maps, flow charts, etc.), but may not use the presentation guide.

1.
Each Local Child Support Agency under the Department of Child Support Services (DCSS) is expected to:

·                             and                          the complaint resolution process specified in the regulations.

· Not discourage a complainant from filing a                              or requesting a 

                                                        .

· Not refuse to                                      a complainant in requesting a State Hearing.

· Comply with the                                of the complaint resolution and state hearing processes.

· Maintain appropriate                                                                         in a manner consistent with case management policies.

· Submit required reports regarding local                                                                       activities to DCSS.

2.
Each Local Child Support Agency (LCSA) is required to maintain records necessary for the administration of the Title IV-D program.  This includes all of the following:  (Fill in the blanks)
· Applications for                                                     services.

· Actions to                       noncustodial parents (NCPs), to                                   paternity and to obtain, modify, and enforce                                                 , including medical support, and the costs incurred in such actions. This includes any relevant facts, dates, and actions taken by the local child support agency and the results of such action.

· The                      and                       of support collections and the distribution of these collections.

· Any fees                       or                  for support enforcement services, or any other administrative costs.

· Any                           ,                      , and                 records necessary for reporting and accountability pursuant to 45, Code of Federal Regulations, Section 302.15 (a)(7).  

· Any other information and documents pertaining to the child support                         .

· All records pertaining to complaint resolution specified in Title     , Division      , Chapter      of the                                        Code of                                                              .

3.
The following complaint information must be maintained:     (fill in the blanks)

· The                           ,                             and                                     number of the complainant and authorized representative, if one is/was identified.

· The identity of the complainant as                                                                  or 

            -                                                                          .

· The LCSA                           number.

· The date the                                    was received, the                          of the complaint and the date of the                                         .

· The                          required to resolve the complaint (and related information).

· The dates forms                           and                              were mailed to the complainant.

(Enter the form numbers)

4.
Child and spousal support information used in the administration of the Title IV-D Program is confidential.   True / False          (Mark the correct response)
5.
Disclosure of information is authorized under the following circumstances:  (Fill in the blanks)
· To                               agencies for administrative, civil, or criminal investigations, actions, proceedings, or prosecutions directly related to the administration of the Title IV-D program.

· To the                               agency responsible for:

· The administration of the Title IV-D program in another state.

· The programs funded under Titles IV-A, IV-B and IV-E of the federal Social Security Act:

· To the person or his/her designee who wrote, prepared, or furnished the                         being requested.  If the requested information is being provided to a designee, the designee must have written authorization.

· To the                             for Title IV-D related activities.

· A                            history of an obligor, court, or person on whose behalf enforcement actions are being taken or to his/her designee, if that designee has written authorization.  

·                         and                                 information of either parent to the other parent for the purpose of establishing or modifying a child support order. 

·                                                                     information for a child to the other parent for the purpose of establishing, modifying, or enforcing a medical support order.  

· Any information required to be disclosed by a court order to the                            designated in the court order.

· For                             records subject to disclosure under the Public Records Act. 

· To individuals who are                                to have access to information from the Federal Parent Locator Service.

6.
The disclosure of information on the whereabouts of one party or the child to the other party is prohibited if:  

A. The LCSA has reason to believe that release of the information may result in physical or emotional harm to the party or the child; or

B. A good cause claim, pursuant to Section 11477.04, Welfare and Institutions Code, has been approved or is pending; or 

C. A protective order has been issued by a court or administrative agency.

Possible Responses:   (Select one)

1.
A and C

2.
B and C

3.
A and B

4.
All of the above

7.
Generally speaking, all closed Title IV-D case records should be retained for                       years and                     months from the date of case closure.  (Fill in the blank)
8.
LCSAs must ensure that printed confidential records are destroyed in one the following six ways:    

9.
Within 10 business days following the end of each calendar quarter, the LCSA must provide the DCSS with a written report containing the following information:  (Fill in the blanks)
· The number and nature of the                                                                         .

· The number and percentage of complaints closed within               calendar days  of the complaint receipt date.

· The number and percentage of complaints closed within                calendar days of the complaint receipt date, if the complaint resolution period was extended.

· The number and percentage of complaints that have not been closed within 30 days of the complaint receipt date or within 60 days of the complaint receipt date if the complaint resolution period was                              .

· The number of complaints                             to other local child support agencies.

· The number of                             to other agencies.

10.
If an adopted decision is wholly or partially in favor of the                                    , the LCSA must, within 30                                  days of receipt of the adopted decision, submit a compliance report to DCSS that sets forth the specific manner in which the LCSA has                           and/or 

is                               with the adopted decision.    (Fill in the blanks)
11.
A subpoenaed witness who appears at a scheduled hearing at the request of the complainant and/or the LCSA can be reimbursed for witness fees and mileage.   True / False       (Mark the correct response)
12.
Government Code Section 68093 states that a witness can be reimbursed when legally required to attend a civil action/proceeding $             per day for expenses and $            per                for mileage actually traveled.   (Fill in the blanks)
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Please use the space below to provide any additional comments you feel will be helpful to us.�Thank You.
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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.�
�






Prior to beginning your training, you should have received a packet of information that includes:





�	A presentation guide for Lesson Four.  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 Four.





�	A Record Compilation and Retention





�	A Reporting Requirements Checklist





�	A Lesson Four Course Examination





�	A Lesson Four Course Evaluation




















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








Revised December 6, 2001








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.
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The disclosure of information on the whereabouts of one party or the child to the other party is prohibited if:

Administration

Lesson Four

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

Disclosure of Location

		  The LCSA has reason to believe that release of the information may result in physical or



    emotional harm to the party or the child; or

		  A good cause claim, pursuant to Section 11477.04, Welfare and Institutions Code, has



   been approved or is pending; or 

		  A protective order has been issued by a court or administrative agency.





Disclosure of Location

 

The disclosure of information on the whereabouts of one party or the child to the other party is prohibited if:  

 

		The LCSA has reason to believe that release of the information may result in physical or emotional harm to the party or the child; or

		A good cause claim, pursuant to Section 11477.04, Welfare and Institutions Code, has been approved or is pending; or 

		A protective order has been issued by a court or administrative agency. 
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		  The number and percentage of complaints not closed within thirty (30) calendar days of



    the complaint receipt date or within sixty (60) calendar days of the complaint receipt

    date if the complaint resolution period was extended.

		  The number of complaints transferred to other LCSAs.



		  The number and percentage of complaints closed within sixty (60) calendar days of the



    complaint receipt date, if the complaint resolution period was extended.

Administration

Lesson Four

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

Reporting Requirements

Within ten (10) business days following the end of each calendar quarter, the LCSA must provide the DCSS with a written report containing the following information:

		  The number and nature of the complaints received.



		  The number and percentage of complaints closed within thirty (30) calendar days of the



    complaint receipt date.

Your Student Tool Book contains a checklist and calendar that will help ensure your agency’s timely submission of this required report.

		  The number of referrals to other agencies.





Reporting Requirements



Within ten (10) business days following the end of each calendar quarter, the LCSA must provide the DCSS with a written report containing the following information:

 

		The number and nature of the complaints received.

		The number and percentage of complaints closed within thirty (30) calendar days of the complaint receipt date.

		The number and percentage of complaints closed within sixty (60) calendar days of the complaint receipt date, if the complaint resolution period was extended.

		The number and percentage of complaints that have not been closed within thirty (30) calendar days of the complaint receipt date or within sixty (60) calendar days of the complaint receipt date if the complaint resolution period was extended.

		The number of complaints transferred to other LCSAs.

		The number of referrals to other agencies.



 

Your Student Tool Book contains a checklist and calendar that will help ensure your agency’s timely submission of this required report.
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At any time before a scheduled hearing, the State Hearing Office is permitted to, if requested verbally or in writing by the complainant or LCSA, issue a subpoena for witnesses and/or records.

 

Witnesses may attend State Hearings.  A subpoenaed witness who appears at a scheduled hearing at the request of the complainant and/or the LCSA can be reimbursed for witness fees and mileage pursuant to Government Code Section 68093.   This section states:



“Except as otherwise provided by law, witness' fees for each day's actual attendance, when legally required to attend a civil action or proceeding, …are thirty-five dollars ($35.00) a day and mileage actually traveled, both ways, twenty cents ($0.20) a mile.” 

Administration

Lesson Four

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

Travel Reimbursement



Travel Reimbursement

 

At any time before a scheduled hearing, the State Hearing Office is permitted to, if requested verbally or in writing by the complainant or LCSA, issue a subpoena for witnesses and/or records.

 

Witnesses may attend State Hearings.  A subpoenaed witness who appears at a scheduled hearing at the request of the complainant and/or the LCSA can be reimbursed for witness fees and mileage pursuant to Government Code Section 68093.   This section states:



“Except as otherwise provided by law, witness' fees for each day's actual attendance, when legally required to attend a civil action or proceeding, …are thirty-five dollars ($35.00) a day and mileage actually traveled, both ways, twenty cents ($0.20) a mile.” 
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Complainant Dissatisfaction.  A complainant has the right to contact DCSS, verbally or in writing, to express dissatisfaction with the LCSAs compliance efforts.  However, the complainant does not have a right to another state hearing concerning noncompliance with the adopted decision.

If such complaint occurs, DCSS shall determine the LCSAs compliance with the adopted decision and provide notice to the complainant.  If DCSS determines the LCSA is not complying with the adopted decision, DCSS will take any action necessary to ensure compliance, and provide notice to the complainant of the action it has taken.

Administration

Lesson Four

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

Compliance Reports (continued)



Compliance  (continued)



Complainant Dissatisfaction.  A complainant has the right to contact DCSS, verbally or in writing, to express dissatisfaction with the LCSAs compliance efforts.  However, the complainant does not have a right to another state hearing concerning noncompliance with the adopted decision.



If such complaint occurs, DCSS shall determine the LCSAs compliance with the adopted decision and provide notice to the complainant.  If DCSS determines the LCSA is not complying with the adopted decision, DCSS will take any action necessary to ensure compliance, and provide notice to the complainant of the action it has taken.
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A complaint should be closed after the Local Child Support Agency:


 FORMCHECKBOX 
  Has acknowledged the complaint.


 FORMCHECKBOX 
  Has either reached resolution during initial interview or has investigated the complaint.


 FORMCHECKBOX 
  Has issued a written notice of complaint resolution (LCR006).


 FORMCHECKBOX 
  Has completed and/or monitored the completion of all actions required to resolve the complaint.







Once the LCSA has determined a complaint should be closed, 


the agency should ensure that the following complaint information is maintained 


in a manner consistent with record retention policy:


 FORMCHECKBOX 

The name, address and telephone number of the complainant and the authorized representative.


 FORMCHECKBOX 

The identification of the complainant as custodial or non custodial parent.


 FORMCHECKBOX 

The LCSA case number.


 FORMCHECKBOX 

The date the complaint was received, the nature of the complaint and the date of the resolution.


 FORMCHECKBOX 

The action required to resolve the complaint including both of the following:


· The unit(s), LCSA employee(s), or other agency(ies) or third party(ies), responsible for completing the resolution action(s).


· The date the resolution action(s) were completed.


 FORMCHECKBOX 

The dates the Request for Complaint Resolution Acknowledgement and the Written Notice of Complaint Resolution forms were mailed to complainant.


�







�













Rev 09/20/01
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Administration

Lesson Four

Lesson Four Review

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

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

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.

This lesson includes a mandatory examination that can be found in the Lesson Four 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.  

		  Describe from memory DCSS’ expectations regarding local administration of the



   Complaint Resolution and State Hearing processes.

		  Use legal requirement and regulatory references to compile and maintain appropriate



   confidential and non-confidential records regarding complaints filed and investigated at

   your agency.

		  Use course references to provide effective and timely reports relative to complaint activity.

		  Use legal requirement and regulatory references to ensure agency compliance with



    required resolution and State Hearing actions.



Conclusion

 

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

 

		Describe from memory the Department of Child Support Services’ (DCSS) expectations regarding local administration of the Complaint Resolution and State Hearing processes (CC).

		Use legal requirement and regulatory references to compile and maintain appropriate confidential and non-confidential records regarding complaints filed and investigated at your agency.

		Use course references to provide effective and timely reports relative to complaint activity.

		Use legal requirement and regulatory references to ensure agency compliance with required complaint resolution and state hearing actions.



 

This lesson includes a mandatory examination that can be found in the Lesson Four 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.  

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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		  Comply with the adopted decision even if a rehearing is requested and/or granted by



    the DCSS Director/designee, unless a request to stay compliance pending rehearing

    has been granted.

		  Comply with a rehearing decision subsequently rendered, to the extent the decision



   differs from the original adopted decision.

		  Initiate action to comply with the decision.



Administration

Lesson Four

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

Compliance Reports

At the conclusion of the state hearing process, the DCSS Director/designee can adopt the proposed decision of the Administrative Law Judge who hears the complaint.

Immediately upon receipt of an adopted decision, the LCSA must:

The Compliance Report.  If an adopted decision is wholly or partially in favor of the complainant, the LCSA must, within thirty (30) calendar days of receipt of the adopted decision, submit a compliance report to DCSS that sets forth the specific manner in which the LCSA has complied and/or is complying with the order in the adopted decision.  DCSS will review the compliance report and notify the complainant and the LCSA that the plan for compliance has been approved, or advise the parties of the action that must be taken to ensure proper compliance with the adopted decision.

Note:  Lesson Three, State Hearings, provides detailed information about the state hearing process.



Compliance Reports 

 

Immediately upon receipt of an adopted decision, the LCSA must:



		Initiate action to comply with such decision.

		Comply with the adopted decision even if a rehearing is requested and/or granted by the DCSS Director/desginee, unless a request to stay compliance pending rehearing has been granted.

		Comply with a rehearing decision subsequently rendered, to the extent the decision differs from the original adopted decision.



 

The Compliance Report.  If an adopted decision is wholly or partially in favor of the complainant, the LCSA must, within 30 calendar days of receipt of the adopted decision, submit a compliance report to DCSS that sets forth the specific manner in which the LCSA has complied and/or is complying with the order in the adopted decision.  DCSS will review the compliance report and notify the complainant and the LCSA that the plan for compliance has been approved, or advise the parties of the action that must be taken to ensure proper compliance with the adopted decision.



Note:  Lesson Three, State Hearings, provides detailed information about the state hearing process.
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		  An open federal or State audit, and/or



		  Pending civil litigation, or a court order requiring such records be maintained for an



   extended period.
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Record Retention

Generally speaking, all closed Title IV-D case records should be retained for four (4) years and four (4) months from the date of case closure.

There are exceptions to this retention schedule, however, when there is:

In these cases, records should be retained until the audit and/or pending litigation or court order has been closed or completed.



Record Retention

 

Generally speaking, all closed Title IV-D case records should be retained for four years and four months from the date of case closure.  There are exceptions to this retention schedule, however, when there is:

 

		An open federal or State audit, and/or

		Pending civil litigation, or a court order requiring such records be maintained for an extended period.



 

In these cases, records should be retained until the audit and/or pending civil litigation or court order has been closed or completed.
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Record Disposal

Electronic, microfilm, and microfiche records must be permanently deleted, erased, and/or purged.  If confidential records are destroyed by a third party, the LCSA must include a confidentiality clause in the contract with the third party to ensure record confidentiality through destruction.

This concludes the record compilation, retention, security and destruction requirements for child support and complaint resolution records.  Now we’ll look at reporting requirements.

Once record retention periods have expired and no other reason exists to maintain a particular set of child support case records, the records should be destroyed.

To be considered destroyed, records must be obliterated in a manner that ensures the information contained in the records is indecipherable.  LCSAs must ensure that printed confidential records are destroyed in one of the following ways:



		  Shredded

		  Recycled which results in destruction of the records

		  Burned

		  Erased

		  Obliterated

		  Buried (provided information contained in the records is made indecipherable prior to burial).





Record Disposal

 

Once record retention periods have expired and no other reason exists to maintain a particular set of child support case records, the records should be destroyed.

 

To be considered destroyed, records must be obliterated in a manner that ensures the information contained in the records is indecipherable.  LCSAs must ensure that printed confidential records are destroyed in one of the following ways:    

 

		Shredded

		Recycled which results in destruction of the records.

		Burned

		Erased

		Obliterated

		Burial (provided information contained in the records is made indecipherable prior to burial).



 

Electronic, microfilm, and microfiche records must be permanently deleted, erased, and/or purged.  If confidential records are destroyed by a third party, the LCSA must include a confidentiality clause in the contract with the third party to ensure record confidentiality through destruction. 

 

This concludes the record compilation, retention, security and destruction requirements for child support and complaint resolution records.  Now we’ll look at reporting requirements.
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Once a complaint has been successfully resolved OR the LCSA has taken all steps possible to secure successful resolution, the complaint process can be closed.  This can occur after the LCSA:

Administration
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Requirements for Complaint Resolution Process Closure

		  Has acknowledged the complaint by completing and sending to the



   complainant the “Complaint Resolution Acknowledgement,” form LCR002.



		   Has either reached resolution during the initial interview or has investigated the



    complaint.

    Note:  Lesson Two, Complaint Review and Investigation, provides more detailed

               information about this process.



		  Has issued the complainant a “Notice of Complaint Resolution,” form LCR006.





		  Has completed and/or monitored the completion of all actions required to resolve the



   complaint.



		  Has updated the CRTS with all relevant complaint and resolution information.



    Note:  Lesson Five, Automated Tracking System, provides more detailed information

               about this system.



Requirements for Complaint Resolution Process Closure

 

Once a complaint has been successfully resolved OR the LCSA has taken all steps possible to secure successful resolution, the complaint process can be closed.  This can occur after the LCSA:



		Has acknowledged the complaint by completing and sending to the complainant the Complaint Resolution Acknowledgement, form LCR002.

		Has either reached resolution during the initial interview or has investigated the complaint.



Note:  Lesson Two, Complaint Review and Investigation, provides more detailed information about this process.

		Has issued to the complainant a Notice of Complaint Resolution, form LCR006.

		Has completed and/or monitored the completion of all actions required to resolve the complaint.

		Has updated the CRTS with all relevant complaint and resolution information.



Note:  Lesson Five, Automated Tracking System, provides more detailed information about this system.
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		  The action required to resolve the complaint, including both of the following:



		  The unit(s), LCSA employee(s),other agency(ies) and/or third party(ies) responsible for



    completing the resolution action(s)

		  The dates the Request for Complaint Resolution Acknowledgement, form LCR002 and



    the Notice of Complaint Resolution, form LCR006 were mailed to complainant. 

		 The date the resolution action(s) were completed.



		  The LCSA case number.



		  The name, address and telephone number of the complainant and the authorized



    representative, if one was identified.

		  The identification of the complainant as Custodial Party (CP) or NCP.



		  The date the complaint was received, the nature of the complaint and the date of the



    resolution.
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Complaint Resolution Records

The following complaint information must be maintained:

Note:  Much of this information must also be entered into and maintained on the Complaint Resolution Tracking System (CRTS).  Lesson Five, Automated Tracking System, provides more detailed information about this system.



Complaint Resolution Records

 

The following complaint information must be maintained:

 

		The name, address and telephone number of the complainant and the authorized representative, if one was identified.

		The identification of the complainant as custodial party (CP) or NCP.

		The LCSA case number.

		The date the complaint was received, the nature of the complaint and the date of the resolution.

		The action required to resolve the complaint, including both of the following:

		The unit(s), LCSA employee(s),other agency(ies) and/or third party(ies) responsible for completing the resolution action(s)

		The date the resolution action(s) were completed.

		The dates the Request for Complaint Resolution Acknowledgement, form LCR002 and the Notice of Complaint Resolution, form LCR006 were mailed to complainant.



 

Note:  Much of this information must also be entered into and maintained on the Complaint Resolution Tracking System (CRTS).  Lesson Five, Automated Tracking System, provides more detailed information about this system.
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Complainants have the right during regular business hours to examine non-confidential portions of the case record and non-confidential information the LCSA used to make its decision at the conclusion of the complaint review and investigation process.

If relevant portions of the case record are confidential, the complainant can only inspect them in accordance with the Disclosure of information permissions which authorize disclosure:

Administration
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Disclosure of Information Provisions

		  To public agencies for administrative, civil, or criminal investigations, actions, 



   proceedings, or prosecutions directly related to the administration of the Title IV-D

   Program.

		  To the local agency responsible for:

		  The administration of the Title IV-D program in another state.

		  The programs funded under Titles IV-A, IV-B and IV-E of the Federal Social



    Security Act.

		  To the person or his/her designee who wrote, prepared, or furnished the document 



    being requested.  If the designee has written authorization.

		  To the courts for Title IV-D related activities.





Disclosure of Information Provisions

 

Complainants have the right during regular business hours to examine non-confidential portions of the case record and non-confidential information the LCSA used to make its decision at the conclusion of the complaint review and investigation process. 

 

If relevant portions of the case record are confidential, the complainant can only inspect them in accordance with the Disclosure of information permissions which authorize disclosure: 

 

		To public agencies for administrative, civil, or criminal investigations, actions, proceedings, or prosecutions directly related to the administration of the Title IV-D program.

		To the local agency responsible for:

		The administration of the Title IV-D program in another state.

		The programs funded under Titles IV-A, IV-B and IV-E of the Federal Social Security Act.

		To the person or his/her designee who wrote, prepared, or furnished the document being requested.  If the requested information is being provided to a designee, the designee must have written authorization.

		To the courts for Title IV-D related activities.
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		 To law enforcement including a district attorney, law enforcement agency, state or county



  child protective agency, or for use in any judicial proceeding, to the extent permitted by

  federal law and regulation, to:

		  Aid or assist in the investigation or prosecution of cases involving child



   abduction.

		  Prosecute an individual for a crime against a child.

		  To protect a child.

		  With regard to a payment history of an obligor, to the obligor, court, or person on whose



   behalf enforcement actions are being taken or to his/her designee, if that designee has

   written authorization.

		  With regard to income and expense information of either parent, to the other parent 



   for the purpose of establishing or modifying a child support order. 

		  With regard to medical insurance information for a child, to the other parent for the



   purpose of establishing, modifying, or enforcing a medical support order.  

		  If required to be disclosed by a court order to the person designated in the court order.

		  For public records subject to disclosure under the Public Records Act.

		  To individuals who are authorized to have access to information from the Federal



    Parent Locator Service.
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Disclosure of Information Provisions  (continued)

Disclosure of information provisions authorize disclosure:



Disclosure of Information Provisions  (continued)



Disclosure of information provisions authorize disclosure: 

 

		To law enforcement including a district attorney, law enforcement agency, state or county child protective agency, or for use in any judicial proceeding, to the extent permitted by federal law and regulation, to: 

		Aid or assist in the investigation or prosecution of cases involving child abduction. 

		Prosecute an individual for a crime against a child.

		To protect a child.

		With regard to a payment history of an obligor, to the obligor, court, or person on whose behalf enforcement actions are being taken or to his/her designee, if that designee has written authorization.  

		With regard to income and expense information of either parent, to the other parent for the purpose of establishing or modifying a child support order. 

		With regard to medical insurance information for a child, to the other parent for the purpose of establishing, modifying, or enforcing a medical support order.  

		If required to be disclosed by a court order to the person designated in the court order.

		For public records subject to disclosure under the Public Records Act. 

		To individuals who are authorized to have access to information from the Federal Parent Locator Service.
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Confidential Records

Child and spousal support information used in the administration of the Title IV-D Program is confidential and should not be disclosed unless authorized under disclosure provisions – this includes complaint information.  “Information” includes all:

All records and information obtained from other sources such as the Federal Parent Locator Service, Department of Motor Vehicles, Department of Justice and private financial institutions must also be safeguarded in accordance with the requirements set forth by the source agency.

		  Applications

		  Files and records

		  Papers and documents

		  Microfilm/Microfiche

		  Child and spousal support enforcement records related to:

		  Determination of paternity.

		  Establishment, modification, and/or enforcement of child support, spousal



    support, and medical support orders.

		  Information related to abducted children or the location of the concealing, detaining, or



   abducting person.

		  Information related to crimes against a child.





Confidential Records

 

Child and spousal support information used in the administration of the Title IV-D Program is confidential and should not be disclosed unless authorized under disclosure provisions – this includes complaint information.  “Information” includes all:



		Applications

		Files and records

		Papers and documents

		Microfilm/Microfiche

		Child and spousal support enforcement records related to:

		Determination of paternity.

		Establishment, modification, and/or enforcement of child support and medical support orders. 

		Establishment, modification, and/or enforcement of spousal support orders.

		Information related to abducted children or the location of the concealing, detaining, or abducting person. 

		Information related to crimes against a child.



 

All records and information obtained from other sources such as the Federal Parent Locator Service, Department of Motor Vehicles, Department of Justice and private financial institutions must also be safeguarded in accordance with the requirements set forth by the source agency.
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		  Not refuse to assist a complainant in requesting a State Hearing.



		  Comply with the outcomes of the complaint resolution and state hearing processes.



		  Maintain appropriate case records in a manner consistent with case management



   policies.

		  Not discourage a complainant from filing a complaint or requesting a State Hearing.



		  Submit required reports regarding local complaint resolution activities to DCSS.



		  Adopt and maintain the complaint resolution process specified in the regulations.
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DCSS Expectations – Local Program Administration

Each Local Child Support Agency (LCSA) under the DCSS is expected to:



DCSS Expectations – Local Program Administration

 

Each Local Child Support Agency (LCSA) under the DCSS is expected to:

 

		Adopt and maintain the complaint resolution process specified in the regulations.

		Not discourage a complainant from filing a complaint or requesting a State Hearing.   

		Not refuse to assist a complainant in requesting a State Hearing.

		Comply with the outcomes of the complaint resolution and state hearing processes.

		Maintain appropriate case records in a manner consistent with case management policies.

		Submit required reports regarding local complaint resolution activities to DCSS.
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		  Any other information and documents pertaining to a child support case.



		  The amounts and sources of support collections and the distribution of these collections.



		  Any fees charged or paid for support enforcement services, or any other administrative



   costs.

		  Applications for child support services.



		  Any statistical, fiscal, and other records necessary for reporting and accountability



   pursuant to 45, Code of Federal Regulations, Section 302.15 (a)(7).  

		  Actions to locate non-custodial parents (NCPs), to establish paternity and to obtain, 



   modify, and enforce support orders, including medical support, and the costs incurred in

   such actions. This includes any relevant facts, dates, and actions taken by the LCSA and

   the results of such action.

		  All records pertaining to complaint resolution specified in Title 22, Division 13, Chapter



   10 of the California Code of Regulations.  This is the new requirement added as a

   result of the complaint resolution regulations, so we’ll look at this in a little more detail…
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Records Management

Each LCSA is required to maintain records necessary for the administration of the Title IV-D program.  Records management provisions for complaint resolution records have been added to these existing requirements which now cover all of the following:



Records Management

 

Each LCSA is required to maintain records necessary for the administration of the Title IV-D program.  Records management provisions for complaint resolution records have been added to these existing requirements which now cover all of the following:



		Applications for child support services.

		Actions to locate non-custodial parents (NCPs), to establish paternity and to obtain, modify, and enforce support orders, including medical support, and the costs incurred in such actions. This includes any relevant facts, dates, and actions taken by the LCSA and the results of such action.

		The amounts and sources of support collections and the distribution of these collections.

		Any fees charged or paid for support enforcement services, or any other administrative costs.

		Any statistical, fiscal, and other records necessary for reporting and accountability pursuant to 45, Code of Federal Regulations, Section 302.15 (a)(7).  

		Any other information and documents pertaining to a child support case.

		All records pertaining to complaint resolution specified in Title 22, Division 13, Chapter 10 of the California Code of Regulations.  This is the new requirement added as a result of the complaint resolution regulations, so we’ll look at this in a little more detail…
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		  Describe from memory DCSS’ expectations regarding local administration of the



   Complaint Resolution and State Hearing processes.

		  Use legal requirement and regulatory references to compile and maintain appropriate



   confidential and non-confidential records regarding complaints filed and investigated at

   your agency.

		  Use course references to provide effective and timely reports relative to complaint activity.

		  Use legal requirement and regulatory references to ensure agency compliance with



    required resolution and State Hearing actions.

Administration

Learning Objectives

At the conclusion of this lesson, you should be able to:
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The material in Lesson Four provides valuable tools and information you will need to meet the record keeping and reporting requirements of the complaint resolution and state hearing regulations.



Introduction

 

You are now beginning Lesson Four, Administration.  This lesson addresses requirements for the proper administration of the local complaint resolution process and builds upon the information provided in the other Lessons in this course.  Prior completion of at least Lesson One, General Process Overview, is important for your understanding of this material, so if you have not completed Lesson One, please do so before continuing with Lesson Four.

 

The material in Lesson Four provides valuable tools and information you will need to meet the record keeping and reporting requirements of the complaint resolution and state hearing regulations.

 

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

 

		Describe from memory the Department of Child Support Services’ (DCSS) expectations regarding local administration of the Complaint Resolution and State Hearing processes.

		Use legal requirement and regulatory references to compile and maintain appropriate confidential and non-confidential records regarding complaints filed and investigated at your agency.

		Use course references to provide effective and timely reports relative to complaint activity.

		Use legal requirement and regulatory references to ensure agency compliance with required complaint resolution and state hearing actions.
















