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Complaint Resolution and State Hearing Training Course

Student Tool Book

Introduction

Welcome to the Complaint Resolution and State Hearing training experience!

This Student Tool Book has been designed to provide you with on-the-job tools you can use as references for complaint resolution and state hearing functions.  Take a moment to glance through your handbook before you begin the training.  Some familiarity with it will improve your learning experience and allow you to refer to and place notes in your Tool Book as you progress through the training.  Doing this will make the tools even more useful to you in the future!

PURPOSE.  The Complaint Resolution and State Hearing training course is a mandatory training requirement.  The purpose of the course is to facilitate consistent statewide implementation and ongoing administration of the Complaint Resolution and State Hearing Regulations.  

While you are welcome to review all lessons contained within the course, you must meet the minimum requirements noted below for your job class.  Please see your supervisor to confirm what your training requirements are:

MANDATORY TRAINING REQUIREMENTS.  This is a mandatory training program. While all child support staff are welcome to review all lessons the Department of Child Support Services (DCSS) has determined that each lesson is mandatory for at least the target audiences noted below:

· Lesson One – General Process Overview

Approximate completion time: 45 minutes
Mandatory for all existing staff to complete by September 30, 2001.  New staff must have completed this lesson by the end of their first 30 days of employment.

· Lesson Two – Complaint Review & Investigation

Approximate completion time: 30 minutes
Mandatory for Caseworkers, Attorneys, Ombudspersons and Administrators

· Lesson Three – State Hearings

Approximate completion time: 75 minutes
Mandatory for Caseworkers, Attorneys, Ombudspersons and Administrators

· Lesson Four – Administration

Approximate completion time: 15 minutes
Mandatory for Caseworkers, Ombudsperson Program staff, Administrative staff and Administrators

· Lesson Five – Automated Tracking System

Approximate completion time: 20-45 minutes, dependent upon level of comfort with automated systems.
Mandatory for all staff who will be entering and/or editing data into the system

Note:  With the exception of Lesson One, completion deadlines have not been determined.

TRAINING MATERIALS.  The course material includes three options for training presentation/delivery and a Student Tool Book that provides you with written course materials and references for future use.  The three presentation options have been developed to enable you to learn at the pace and style that works best for you.
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Computer-Based Presentation Options.  The computer-based options are targeted for self-paced learners and for organizations who are comfortable with computer-based training.  This course is available for computer-based learning through a CD-ROM (available through your training staff) and may be available for access through your local network (if your agency has one).  If you wish to take this course via computer and have not received instructions from your training coordinator about how to access this training in that mode, please contact your coordinator and/or training office for information and assistance.

The computer-based delivery options consist of a PowerPoint show that includes graphics and audio.  If you choose a computer-based presentation option, you must have a computer with a sound card and speakers, or headphones, to listen to the audio tracks found within this presentation.  If these tools are not available, you can use the copy of the presentation located in your Student Tool Book to read along as you progress through the PowerPoint show, or you can choose one of the other presentation options.

Workbook Option.  For self-paced learners who do not favor computer-based training, a hard copy of the appropriate sections of the Student Tool Book can serve as a workbook for this course.  This Tool Book contains presentation guides for each lesson that are an exact replica of the visual and audio components of the PowerPoint show you would see and hear if completing the training using the computer or video options.  If you wish to take this course using the workbook option and have not received instructions from your training coordinator about how to complete the training in that mode, please contact your coordinator and/or training office for information and assistance.

[image: image2.wmf]Video Option.  The video was created for those who feel comfortable with a more traditional group setting.  Your agency may have already scheduled training sessions with a facilitator using the video.  If you are interested in completing the training using this option and have not received instructions from your training coordinator about how to access this training in that mode, please contact your coordinator and/or training office for information and assistance.

COURSE EXAMINATIONS.  Each lesson in this course has an examination.  Copies of these examinations are included in the tool book.  To receive credit for completing this mandatory training, you must complete and submit the examinations.

Note:  If you are not required to complete lessons Two through Five, you do not need to complete these examinations.  However, if you do complete any non-required lessons and submit the corresponding examination, you will receive credit and the activity will be reflected on your training record.

COURSE EVALUATIONS.  In addition to specialized examinations, each lesson within this course has its own evaluation form.  Your completion and submission of these evaluations will help us ensure continuous improvement in these training materials and others we develop in the future.
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