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Lesson Two

In Lesson One, you learned that a customer can present a complai

nt verbally or in writing.  

Within 5 business days

of the complaint receipt date, the Local Child Support Agency 

(LCSA) must:

Complaint Review Process

Please click the 

Next

Next

button to continue to the next slide.

•

Ensure the complaint information is documented on the 

“

Request for Complaint

Resolution,

”

form LCR001, and if the form was completed by the LCSA from a v

erbal

complaint, a copy is sent to the complainant.

•

Assign an investigator to the complaint.  This individual must b

e someone whose

action or inaction is not the subject of the complaint.

•

Review and evaluate the complaint to ensure the LCSA holding the

complaint has

jurisdictional authority to resolve the complaint.

•

Ensure the complaint has been entered into the Complaint Resolut

ion Tracking 

System (CRTS).  Lesson Five provides training on this topic.

•

Prepare and send to the complainant form LCR002, that must, at a

minimum, explain

the Complaint Resolution and State Hearing processes and associ

ated time frames.

The form LCR002 must be accompanied by a blank 

“

Request for State Hearing,

”

form

SH001.
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•

Use course references to review a complaint and complete a 

“

Request for

Complaint Resolution Acknowledgement

”

, form LCR002.

•

Use course references to determine jurisdictional authority an

d process

a complaint transfer.

•

Apply course references to complete a plan for investigating a c

omplaint.

Complaint Review & Investigation

Complaint Review & Investigation

Whether you are a complaint investigator or a caseworker who may

be asked to provide 

case information to support a complaint investigation, you will 

need the information 

contained in this lesson to successfully accomplish your task. 

Lesson Two

Please click the 

Next

Next

button to continue to the next slide.

Learning Objectives

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


You are now beginning Lesson Two, Complaint Review and Investigation.  This lesson builds upon the general information provided in Lesson One.  If you have not completed Lesson One, please do so before continuing with Lesson Two.

 

Whether you are a complaint investigator or a caseworker who may be asked to provide case information to support a complaint investigation, you will need the information contained in this lesson to successfully accomplish your task.  

Learning Objectives

 

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

· Use course references to review a complaint and complete a “Request for Complaint Resolution Acknowledgment,” form LCR002. 

· Use course references to determine jurisdictional authority and process a complaint transfer.

· Apply course references to complete a plan for investigating a complaint.

 

Let’s begin by recalling what you learned in Lesson One, General Process Overview.
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Lesson Two

In Lesson One, you learned that a customer can present a complai

nt verbally or in writing.  

Within 5 business days

of the complaint receipt date, the Local Child Support Agency 

(LCSA) must:

Complaint Review Process

Please click the 

Next

Next

button to continue to the next slide.

•

Ensure the complaint information is documented on the 

“

Request for Complaint

Resolution,

”

form LCR001, and if the form was completed by the LCSA from a v

erbal

complaint, a copy is sent to the complainant.

•

Assign an investigator to the complaint.  This individual must b

e someone whose

action or inaction is not the subject of the complaint.

•

Review and evaluate the complaint to ensure the LCSA holding the

complaint has

jurisdictional authority to resolve the complaint.

•

Ensure the complaint has been entered into the Complaint Resolut

ion Tracking 

System (CRTS).  Lesson Five provides training on this topic.

•

Prepare and send to the complainant form LCR002, that must, at a

minimum, explain

the Complaint Resolution and State Hearing processes and associ

ated time frames.

The form LCR002 must be accompanied by a blank 

“

Request for State Hearing,

”

form

SH001.



In Lesson One, you learned that a customer can present a complaint verbally or in writing.  Within 5 business days of the complaint receipt date, the Local Child Support Agency (LCSA) must:

 

· Ensure the complaint information is documented on the “Request for Complaint Resolution,” form LCR001, and if the form was completed by the LCSA from a verbal complaint, a copy is sent to the complainant.

· Assign an investigator to the complaint.  This individual must be someone whose action or inaction is not the subject of the complaint.

· Prepare and send to the complainant form LCR002, that must, at a minimum, explain the Complaint Resolution and State Hearing processes and associated time frames.  The form LCR002 must be accompanied by a blank “Request for State Hearing,” form SH001.

· Review and evaluate the complaint to ensure the LCSA holding the complaint has jurisdictional authority to resolve the complaint.

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

 

Let’s focus our attention on the issue of complaint review, click the Next button to learn about the complaint review process.
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•

The LCSA sends a written notification to the complainant via the

“

Notice of Complaint

Resolution,

”

form LCR006, and

Complaint Review & Investigation

Complaint Review & Investigation

Lesson Two

Verbal or Written Complaint Received

The complaint review must be completed 

within five (5) business days

of the complaint 

receipt date.  The purpose of the complaint review is to determi

ne the

LCSA

’

s

jurisdictional 

authority to resolve the complaint.  The LCSA that took the acti

on, failed to take action or 

requested the Franchise Tax Board (FTB) take the action that is 

the subject of the 

complaint, has jurisdictional authority.

Please click the 

Next

Next

button to continue to the next slide.

A complaint that, upon review, is determined to be outside the j

urisdiction of the child 

support program, must be processed as follows:

•

To the extent possible, refers the complainant to the appropriat

e agency for resolution.

A complaint that, upon review, is determined to be within the ju

risdiction of the LCSA in 

another county, must be transferred by the LCSA performing the r

eview to the appropriate 

county.


The complaint review must be completed within five (5) business days of the complaint receipt date.  The purpose of the complaint review is to determine the LCSA’s jurisdictional authority to resolve the complaint.  The LCSA that took the action, failed to take action or requested the Franchise Tax Board (FTB) take the action that is the subject of the complaint, has jurisdictional authority.

 

A complaint that, upon review, is determined to be outside the jurisdiction of the child support program, must be processed as follows:

 

· The LCSA sends a written notification to the complainant via the “Notice of Complaint Resolution,” form LCR006, and

· To the extent possible, refers the complainant to the appropriate agency for resolution.

 

A complaint that, upon review, is determined to be within the jurisdiction of the LCSA in another county, must be transferred by the LCSA performing the review to the appropriate county.
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•

Completes the 

“

Complaint Transfer,

”

form LCR004.

•

E

-

Mails or faxes the form with all other relevant complaint docume

nts, forms and

other information received from the complainant to the appropri

ate LCSA.

•

Notifies the complainant of the transfer 

within five (5) business days

after

transferring the complaint by mailing a copy of the form LCR004

.

Complaint Review & Investigation

Complaint Review & Investigation

Lesson Two

Complaint Transfer

To initiate a transfer, the LCSA in County One:

Please click the 

Next

Next

button to continue to the next slide.

Tip

Tip

There is a one

-

page map of the complaint transfer process in the 

Complaint Resolution Section of your Student Tool Book.  Before 

we discuss 

transfers in greater detail, you may wish to find that map and r

efer to it during 

the next few minutes of this presentation.


TIP:  There is a one-page map of the complaint transfer process in the Complaint Resolution Section of your Student Tool Book.  Before we discuss transfers in greater detail, you may wish to find that map and refer to it during the next few minutes of this presentation.

 

To initiate a transfer, the LCSA in County One:

 

· Completes the “Complaint Transfer,” form LCR004.

· E-Mails or faxes the form with all other relevant complaint documents, forms and other information received from the complainant to the appropriate LCSA.

· Notifies the complainant of the transfer within five (5) business days after transferring the complaint by mailing a copy of the form LCR004.
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Lesson Two

Please click the 

Next

Next

button to continue to the next slide.

When County Two receives form LCR004, the complaint receipt date

is revised to the date the 

LCR004 was received by County Two.  County Two must review the c

omplaint for jurisdiction 

within five (5) business days of receiving the transferred compl

aint

.

Complaint Transfer  (continued)

Once jurisdiction has been determined, the LCSA with jurisdictio

n to resolve the complaint 

must ensure complaint information has been correctly entered/upd

ated in the CRTS.

Once this has been accomplished, the review is complete and the 

complaint investigation 

process can begin.

•

If County Two agrees it has jurisdiction, the complaint resoluti

on process must be

completed 

within 30 calendar days

of receiving the transferred complaint

.

•

If County Two does not agree it has jurisdiction, discussion sho

uld occur between the

two counties involved relative to which one has jurisdiction.

•

If agreement can not be achieved 

within five (5) business days

of County Two

’

s receipt of form LCR004,

County Two must contact, by telephone with a follow

-

up fax, the DCSS Customer and Community Services

Branch (CCSB) for jurisdictional determination.  DCSS must make

a determination 

within five (5)

business days

of this contact.

•

If the CCSB determines that County One does in fact have juris

diction, the original complaint receipt date is

reinstated.  If the CCSB determines that County Two has jurisdi

ction, County Two has thirty (30) calendar

days from the date of form LCR004 receipt to investigate and 

complete the complaint resolution process.


When County Two receives form LCR004, the complaint receipt date is revised to the date the LCR004 was received by County Two.  County Two must review the complaint for jurisdiction within five (5) business days of receiving the transferred complaint.  

 

· If County Two agrees it has jurisdiction, the complaint resolution process must be completed within 30 calendar days of receiving the transferred complaint.
· If County Two does not agree it has jurisdiction, discussion should occur between the two counties involved relative to which one has jurisdiction.

· If agreement can not be achieved within five (5) business days of County Two’s receipt of form LCR004, County Two must contact, by telephone with a follow-up fax, the DCSS Customer and Community Services Branch (CCSB) for jurisdictional determination.  DCSS must make a determination within five (5) business days of this contact. 

· If the CCSB determines that County One does in fact have jurisdiction, the original complaint receipt date is reinstated.  If the CCSB determines that County Two has jurisdiction, County Two has thirty (30) calendar days from the date of form LCR004 receipt to investigate and complete the complaint resolution process.

Once jurisdiction has been determined, the LCSA with jurisdiction to resolve the complaint must ensure complaint information has been correctly entered/updated in the CRTS.

 

Once this has been accomplished, the review is complete and the complaint investigation process can begin. 
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Lesson Two

Please click the 

Next

Next

button to continue to the next slide.

To begin the investigation, the complaint investigator must cont

act the complainant to:

Complaint Transfer  (continued)

•

Discuss and clarify the issues involved in, and the basis of the

complaint, and

•

Try to resolve the complaint to the satisfaction of the complain

ant.

If this contact results in substantive modifications to the orig

inal complaint, the complaint 

investigator must:

•

Document the new complaint information on the 

“

Complaint Amendment,

”

form

LCR003.  It is important to note that an amendment to the ori

ginal complaint 

does not

re

-

start the 30

-

day complaint resolution period.

•

Mail a copy of the completed form LCR003 to the complainant 

within five (5)

business days

of the contact.


To begin the investigation, the complaint investigator must contact the complainant to:

 

· Discuss and clarify the issues involved in, and the basis of the complaint, and

· Try to resolve the complaint to the satisfaction of the complainant.

 

If this contact results in substantive modifications to the original complaint, the complaint investigator must:

 

· Document the new complaint information on the “Complaint Amendment,” form LCR003.  It is important to note that an amendment to the original complaint does not re-start the 30‑day complaint resolution period.

· Mail a copy of the completed form LCR003 to the complainant within five (5) business days of the contact.
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•

Notify the complainant in writing of the information needed from

the complainant to

effect complaint resolution.

•

If sufficient additional information is not received within ten 

(10) calendar days, the LCSA must send a

completed form LCR006 to the complainant no later than thirty (

30) calendar days after the complaint receipt

date.

•

Advise the complainant that the complaint will be closed in ten 

(10) calendar days if 

the information is not received.

•

Complete and mail to the complainant a form LCR006, with a bla

nk form SH001.

Complaint Review & Investigation

Complaint Review & Investigation

Lesson Two

Complaint Investigation

If, during the contact, the complaint is resolved to the satisfa

ction of the complainant, the 

LCSA must:

Please click the 

Next

Next

button to continue to the next slide.

•

Initiate closure of the complaint.  Lesson Four, Administratio

n, provides training on

this topic.

If during the contact the complaint investigator is unable to ob

tain enough information from 

the complainant to initiate or complete a complaint investigatio

n, the LCSA must try to 

contact the complainant to secure the necessary information.

If these efforts are unsuccessful, no earlier than fifteen (15),

but no later than twenty (20) 

calendar days after the complaint receipt date, the LCSA must:


If, during the contact, the complaint is resolved to the satisfaction of the complainant, the LCSA must:

 

· Complete and mail to the complainant a form LCR006, with a blank form SH001.

· Initiate closure of the complaint.  Lesson Four, Administration, provides training on this topic.

 

If during the contact the complaint investigator is unable to obtain enough information from the complainant to initiate or complete a complaint investigation, the LCSA must try to contact the complainant to secure the necessary information.  

 

If these efforts are unsuccessful, no earlier than fifteen (15), but no later than twenty (20) calendar days after the complaint receipt date, the LCSA must:

· Notify the complainant in writing of the information needed from the complainant to effect complaint resolution.

· Advise the complainant that the complaint will be closed in ten (10) calendar days if the information is not received.

· If sufficient additional information is not received within ten (10) calendar days, the LCSA must send a completed form LCR006 to the complainant no later than thirty (30) calendar days after the complaint receipt date.
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•

Notify the appropriate LCSA staff of their responsibility for co

mpleting the necessary

action(s) and ensure the actions are completed within statutory

time frames.  In the

absence of statutory time frames, the actions must be completed

within thirty (30)

calendar days of the complaint receipt date.

•

Obtain additional pertinent case information and/or documents fr

om the

caseworker(s) responsible for the action/inaction that is the s

ubject of the complaint,

the FTB and any other agency/source necessary for prompt resolu

tion of the

complaint.

•

Identify and define any action the LCSA, FTB and/or any third pa

rty agency should

take to resolve the complaint.

•

Notify in writing any third party or agency of an action they mu

st take to resolve the

complaint and facilitate the resolution of the complaint with t

he third party until the

requested action is completed.

Complaint Review & Investigation

Complaint Review & Investigation

Lesson Two

Complaint Investigation and Resolution

If, during the contact, sufficient information is obtained and t

he complaint is not resolved, 

the complaint investigation continues with further investigation

into the facts surrounding the 

complaint and should:

Please click the 

Next

Next

button to continue to the next slide.


If, during the contact, sufficient information is obtained and the complaint is not resolved, the complaint investigation continues with further investigation into the facts surrounding the complaint and should:

· Obtain additional pertinent case information and/or documents from the caseworker(s) responsible for the action/inaction that is the subject of the complaint, the FTB and any other agency/source necessary for prompt resolution of the complaint.

· Identify and define any action the LCSA, FTB and/or any third party agency should take to resolve the complaint.

· Notify the appropriate LCSA staff of their responsibility for completing the necessary action(s) and ensure the actions are completed within statutory time frames.  In the absence of statutory time frames, the actions must be completed within thirty (30) calendar days of the complaint receipt date.

· Notify in writing any third party or agency of an action they must take to resolve the complaint and facilitate the resolution of the complaint with the third party until the requested action is completed.
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•

Include the time frames for filing a request for State Hearing

based on the complaint

resolution extension.

•

Explain the reason for the extension.

You will recall from Lesson One that the complaint resolution pr

ocess must be completed 

within thirty (30) calendar days

from the complaint receipt date unless the Director of the 

LCSA has granted a one

-

time extension of the complaint resolution period.  Such an 

extension can be granted for up to a maximum of thirty (30) addi

tional calendar days.

If an extension is granted, the LCSA must complete and mail to t

he complainant and the 

State Hearing Office (SHO) a 

“

Notice of Complaint Resolution Extension,

”

form LCR005, no 

later than thirty (30) calendar days after the complaint receipt

date

.

The notice must be 

signed by the LCSA Director and:

Complaint Review & Investigation

Complaint Review & Investigation

Lesson Two

Please click the 

Next

Next

button to continue to the next slide.

Complaint Resolution Extension

Once the form LCR005 has been completed and sent, the LCSA has u

p to sixty (60) 

calendar days from the complaint receipt date to prepare and sen

d to the complainant the 

form LCR006.


You will recall from Lesson One that the complaint resolution process must be completed within thirty (30) calendar days from the complaint receipt date unless the Director of the LCSA has granted a one-time extension of the complaint resolution period.  Such an extension can be granted for up to a maximum of thirty (30) additional calendar days.  
 
If an extension is granted, the LCSA must complete and mail to the complainant and the State Hearing Office (SHO) a “Notice of Complaint Resolution Extension,” form LCR005, no later than thirty (30) calendar days after the complaint receipt date.  The notice must be signed by the LCSA Director and:

· Explain the reason for the extension.

· Include the time frame for filing a request for State Hearing based on the complaint resolution extension.
 
Once the form LCR005 has been completed and sent, the LCSA has up to sixty (60) calendar days from the complaint receipt date to prepare and send to the complainant the form LCR006. 
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The subject of the complaint and the complaint receipt date.

Complaint Review & Investigation

Complaint Review & Investigation

Lesson Two

Please click the 

Next

Next

button to continue to the next slide.

Complaint Resolution

Within thirty (30) calendar days of receiving a complaint, the L

CSA must prepare and send 

form LCR006 and mail it with a blank form SH001 to the complaina

nt.  The form LCR006 

must document:

•

The 

LCSA

’

s

decision relative to the complaint, including citations to appl

icable laws,

regulations and/or DCSS policy letters.

•

Any actions taken or to be taken by the LCSA to resolve the co

mplaint.

•

The complainant

’

s right to file a request for State Hearing, the process and tim

e

frames to file the request, and the issues that are within the 

jurisdiction of the State

Hearing process.


Within thirty (30) calendar days of receiving a complaint, the LCSA must prepare and send form LCR006 and mail it with a blank form SH001 to the complainant.  The form LCR006 must document:

 

· The subject of the complaint and the complaint receipt date.

· The LCSA’s decision relative to the complaint, including citations to applicable laws, regulations and/or DCSS policy letters.

· Any actions taken or to be taken by the LCSA to resolve the complaint.

· The complainant’s right to file a request for State Hearing, the process and time frames to file the request, and the issues that are within the jurisdiction of the State Hearing process.
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Lesson Two

Please click the 

Next

Next

button to continue to the next slide.

Complaint Closure

The LCSA should close the complaint resolution process after com

pletion of the following 

actions:

•

Acknowledged the complaint via form LCR002.

•

Investigated the complaint.

•

Issued form LCR006.

•

Completed any and all actions required to resolve the complain

t.

Lesson Four, Administration, provides training on this topic.


The LCSA should close the complaint resolution process after completion of the following actions:

 

· Acknowledged the complaint via form LCR002.

· Investigated the complaint.

· Issued form LCR006.

· Completed any and all actions required to resolve the complaint.

 

Lesson Four, Administration, provides training on this topic.
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•

Use course references to review a complaint and complete form 

LCR002.

•

Use course references to determine jurisdictional authority an

d process a

complaint transfer.

•

Apply course references to complete a plan for investigating a

complaint.

Complaint Review & Investigation

Complaint Review & Investigation

Lesson Two Review

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

Lesson Two

Please click the 

Next

Next

button to continue to the next lesson.

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 

Two 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.


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

 

· Use course references to review a complaint and complete form LCR002.

· Use course references to determine jurisdictional authority and process a complaint transfer.

· Apply course references to complete a plan for investigating a complaint.

 

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

 





Complaint Resolution and State Hearing Training Course

Student Tool Book

Complaint Investigation Checklist

Initial Contact Interview

· Clarify the issues and try to resolve the complaint to the satisfaction of the complainant.
· If the complaint is resolved to the satisfaction of the complainant send the “Notice of Complaint Resolution”, form LCR006, and a blank “Request for State Hearing” (SH001), to the complainant no later than 30 days from the date of the receipt of the complaint.  
· If there is not enough information to complete the investigation notify the complainant in writing of the information needed to resolve the complaint and that if the information is not received in ten (10) days, the complaint will be closed. Send a completed “Notice of Complaint Resolution”, form LCR006, to the complainant no earlier than the 15th day, but no later than the 20th day, of the complaint receipt date.  This is to ensure sufficient time has been afforded to the complainant to provide information.
Investigating the Complaint

· If there is sufficient information but the complaint is not resolved to the satisfaction of the complainant, obtain pertinent information from the LCSA, FTB, and/or any third party agency.  Identify and define the actions the LCSA, FTB, and /or any third party agency  should take to resolve the complaint within the statutory time frames.  In the absence of statutory timeframes, notify the appropriate LCSA individuals of their responsibilities for completing the actions within 30 calendar days of the complaint date.  Once the resolution actions are complete, prepare the form LCR006 and mail it with a blank “State Hearing Request”, form SH001, to the complainant.
Complaint Extensions

· If you cannot complete the investigation and resolution process within 30 calendar days, request an extension from the LCSA Director.  Extensions may only be taken in extraordinary circumstances after due diligence has been exercised to resolve the complaint within 30 calendar days.
· Complete the “Notice of Complaint Resolution Extension”, form LCR005 within 30 calendar days of the receipt date of the complaint and mail it to the complainant and the State Hearing Office.  
· After the Notice of Complaint Resolution Extension (LCR005) form has been completed and mailed, within 60 calendars days from the complaint receipt date, prepare the “Notice of Complaint Resolution”, form LCR006 and mail it to the complainant.

Closing the Complaint Resolution Process

· After the resolution process is completed, send to the complainant the LCR006 with a blank form SH001.

· Close the complaint process after completing the following :

1. Acknowledgment of the complaint on the Request for Complaint Resolution  Acknowledgment (LCR002).

2. Investigation of the complaint

3. Issuance of the LCR006

4. Completion of any and all actions required to resolve the complaint


Complaint Resolution and State Hearing Training Course

Student Tool Book

Examination

Lesson Two – Complaint Review & Investigation

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

Exercise #1 – Complaint Review

Review the complaint information provided below.  

Complaint Information:


Complaint Receipt Date: January 1, 2002

Complainant’s Name: Uncle Sam

Complainant’s Telephone Number: (222) 555-1234

Address: 1 Capitol Boulevard, Nowhere, CA  99999

E-Mail Address:  None

Fax Number: None

LCSA Case Number: NW98-004 (located in Camelot County)

Complaint:  My wife has your company collecting all of the money I have to support her kids.  Now the Franchise Tax Board stole my tax return.  I want my money back and people fired.

Exercise #1-A:  

Assume you have received the above information verbally by telephone.  Put the following steps into correct order, from 1 to 4, with 1 being the first step:

	Activity
	Step

	Complete form LCR002, Request for Complaint Resolution Acknowledgement
	

	Review the complaint for jurisdictional authority.
	

	Complete form LCR001, Request for Complaint Resolution.
	

	Send the LCR001, LCR002 and a blank SH001 (Request for State Hearing) to the complainant.
	


Exercise #1-B:   
Complete the attached LCR001 and LCR002 forms using the complaint information provided above.

Exercise #2 – Complaint Transfer

Complaint Information:


Complainant’s Name: Daddy-O

Complainant’s Telephone Number: (222) 555-5678

Address: #1 I Wanna Have Fun Court, San Francisco, CA  00000

E-Mail Address:  None

Fax Number: None

Complaint filed with Contra Costa County

Complaint:  My ex-girlfriend who lives in Tim Buck Two has called the San Francisco County dogs on me.  She decided to leave me and now wants me to support her.  I have my son half the time.  I wanted to give the money straight to my son, but the people in San Francisco county won’t work with me and they insist on giving the money to her.  They’ve gone to my boss now to get the money straight from my pay check even though I’ve been paying.  I want you to talk to them over there about this.

The complainant has called Contra Costa County and filed this complaint.  Please answer the following questions:

Exercise #2-A:  
Who has jurisdiction for this complaint?  Briefly site the factors behind your decision.

Exercise #2B:   
What actions must you take to transfer the complaint?

Exercise #2-C:   
Within how many days from the complaint receipt date must you complete the transfer process?

Exercise #3 – Complaint Investigation

Using the scenario described below and the following format, develop a plan for investigating the complaint:

Complaint Information:


Complainant comes into the LCSA and lodges a verbal complaint on January 1.  On January 5, the investigator conducts the initial interview with the complainant and is unable to achieve resolution.

Exercise #3-A: :  
During the interview process, the complaint investigator receives additional information from the complainant that results in substantive modifications to the original complaint.  The complaint investigator must complete a two step process to document the change.  Please describe each step.  Additionally, identify the time frames in which this process must be completed.

Exercise #3-B: :  
If, during the initial interview or contact with the complainant, a resolution is not achieved and further investigation into the facts surrounding the complaint is required, there are four fundamental activities that the complaint investigator must perform.  Please describe each activity.
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After discussion, LCSA1 and LCSA2 agree about which agency has jurisdiction





LCSA1 has jurisdiction





Jurisdiction is outside the child support program





LCSA prepares Acknowledgement form





LCSA ensures complaint information is logged into the CRTS





Jurisdictional review - LCSA has Jurisdiction





LCSA sends Request, Acknowledgement and State Hearing Request forms to “C” as appropriate





LCSA1 Assigns an Investigator





Responsible LCSA initiates the complaint investigation process








LCSA2 phones & faxes DCSS





LCSA completes Request form





LCSA2 agrees it has jurisdiction





DCSS decides LCSA2 has jurisdiction





LCSA2 Receives Transfer form





LCSA1  notifies “C”  via a copy of the Transfer form





Original complaint receipt date reinstated





NO





LCSA1 emails/faxes Transfer form  to LCSA2 with all relevant documents





LCSA 1 completes Transfer form





LCSA sends Request, Acknowledgement and State Hearing Request forms to “C” as appropriate





Complaint Transfer





Complaint Receipt & Review / Transfer Initiation





NO





“C” – Complainant


LCSA – Local Child Support Agency


DCSS – Dept of Child Support Services


Request form – for Complaint Resolution


Acknowledgement form – of Complaint Resolution


Notice form – of Complaint Resolution


Transfer form – Notice of Complaint Transfer





Y





NO








Y








“C” referred to appropriate agency








Y





Revised complaint receipt date is applied





LCSA2 prepares Acknowledgement form











NO











LCSA1 receives written Request form








Complaint Resolution & State Hearing Regulation Training�Student Tool Book�Complaint Review and Complaint Transfer Process Map





NO





Jurisdiction falls in another county (LCSA2)





Y





Y





Y





Y























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.





Revised November 7, 2001





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





�	A presentation guide for Lesson Two.  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 Two.





�	A general process map for complaint review and complaint transfer.





�	A Complaint Investigation Checklist





�	A Lesson Two Course Examination





�	A Lesson Two 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.








� EMBED PowerPoint.Slide.8  ���





Name:





Phone:





NO





LCSA notifies “C” via Notice form
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Complaint Review & Investigation

Lesson Two

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

To begin the investigation, the complaint investigator must contact the complainant to:

Complaint Transfer  (continued)

		  Discuss and clarify the issues involved in, and the basis of the complaint, and





		  Try to resolve the complaint to the satisfaction of the complainant.



If this contact results in substantive modifications to the original complaint, the complaint investigator must:

		  Document the new complaint information on the “Complaint Amendment,” form



   LCR003.  It is important to note that an amendment to the original complaint does not

   re-start the 30-day complaint resolution period.



		  Mail a copy of the completed form LCR003 to the complainant within five (5)



   business days of the contact.



To begin the investigation, the complaint investigator must contact the complainant to:

 

		Discuss and clarify the issues involved in, and the basis of the complaint, and

		Try to resolve the complaint to the satisfaction of the complainant.



 

If this contact results in substantive modifications to the original complaint, the complaint investigator must:

 

		Document the new complaint information on the “Complaint Amendment,” form LCR003.  It is important to note that an amendment to the original complaint does not re-start the 30-day complaint resolution period.

		Mail a copy of the completed form LCR003 to the complainant within five (5) business days of the contact.
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_1059461336.ppt
Back

Menu

Next

Complaint Resolution & State Hearing Training



		  The subject of the complaint and the complaint receipt date.



Complaint Review & Investigation

Lesson Two

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

Complaint Resolution

Within thirty (30) calendar days of receiving a complaint, the LCSA must prepare and send form LCR006 and mail it with a blank form SH001 to the complainant.  The form LCR006 must document:

		  The LCSA’s decision relative to the complaint, including citations to applicable laws,



    regulations and/or DCSS policy letters.

		  Any actions taken or to be taken by the LCSA to resolve the complaint.



		  The complainant’s right to file a request for State Hearing, the process and time



   frames to file the request, and the issues that are within the jurisdiction of the State

   Hearing process.



Within thirty (30) calendar days of receiving a complaint, the LCSA must prepare and send form LCR006 and mail it with a blank form SH001 to the complainant.  The form LCR006 must document:

 

		The subject of the complaint and the complaint receipt date.





		The LCSA’s decision relative to the complaint, including citations to applicable laws, regulations and/or DCSS policy letters.





		Any actions taken or to be taken by the LCSA to resolve the complaint.





		The complainant’s right to file a request for State Hearing, the process and time frames to file the request, and the issues that are within the jurisdiction of the State Hearing process.
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		  Use course references to review a complaint and complete form LCR002.

		  Use course references to determine jurisdictional authority and process a



    complaint transfer.

		  Apply course references to complete a plan for investigating a complaint.



Complaint Review & Investigation

Lesson Two Review

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

Lesson Two

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

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 Two 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.  



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

 

		Use course references to review a complaint and complete form LCR002.

		Use course references to determine jurisdictional authority and process a complaint transfer.

		Apply course references to complete a plan for investigating a complaint.



 

This lesson includes a mandatory examination that can be found in the Lesson Two 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 also 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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Complaint Review & Investigation

Lesson Two

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

When County Two receives form LCR004, the complaint receipt date is revised to the date the LCR004 was received by County Two.  County Two must review the complaint for jurisdiction within five (5) business days of receiving the transferred complaint.

Complaint Transfer  (continued)

Once jurisdiction has been determined, the LCSA with jurisdiction to resolve the complaint must ensure complaint information has been correctly entered/updated in the CRTS.

Once this has been accomplished, the review is complete and the complaint investigation process can begin.

		  If County Two agrees it has jurisdiction, the complaint resolution process must be



   completed within 30 calendar days of receiving the transferred complaint.



		  If County Two does not agree it has jurisdiction, discussion should occur between the



   two counties involved relative to which one has jurisdiction.



		  If agreement can not be achieved within five (5) business days of County Two’s receipt of form LCR004,



    County Two must contact, by telephone with a follow-up fax, the DCSS Customer and Community Services

    Branch (CCSB) for jurisdictional determination.  DCSS must make a determination within five (5)

    business days of this contact.



		  If the CCSB determines that County One does in fact have jurisdiction, the original complaint receipt date is



   reinstated.  If the CCSB determines that County Two has jurisdiction, County Two has thirty (30) calendar

   days from the date of form LCR004 receipt to investigate and complete the complaint resolution process.



When County Two receives form LCR004, the complaint receipt date is revised to the date the LCR004 was received by County Two.  County Two must review the complaint for jurisdiction within five (5) business days of receiving the transferred complaint.  

 

		If County Two agrees it has jurisdiction, the complaint resolution process must be completed within 30 calendar days of receiving the transferred complaint.



  

		If County Two does not agree it has jurisdiction, discussion should occur between the two counties involved relative to which one has jurisdiction.



  

		If agreement can not be achieved within five (5) business days of County Two’s receipt of form LCR004, County Two must contact, by telephone with a follow-up fax, the DCSS Customer and Community Services Branch (CCSB) for jurisdictional determination.  DCSS must make a determination within five (5) business days of this contact. 



 

		If the CCSB determines that County One does in fact have jurisdiction, the original complaint receipt date is reinstated.  If the CCSB determines that County Two has jurisdiction, County Two has thirty (30) business days from the date of form LCR004 receipt to investigate and complete the complaint resolution process.





Once jurisdiction has been determined, the LCSA with jurisdiction to resolve the complaint must ensure complaint information has been correctly entered/updated in the CRTS.

 

Once this has been accomplished, the review is complete and the complaint investigation process can begin. 
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Complaint Review & Investigation

Lesson Two

In Lesson One, you learned that a customer can present a complaint verbally or in writing.  Within 5 business days of the complaint receipt date, the Local Child Support Agency (LCSA) must:

Complaint Review Process

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

		  Ensure the complaint information is documented on the “Request for Complaint



   Resolution,” form LCR001, and if the form was completed by the LCSA from a verbal

   complaint, a copy is sent to the complainant.

		  Assign an investigator to the complaint.  This individual must be someone whose



   action or inaction is not the subject of the complaint. 

		  Review and evaluate the complaint to ensure the LCSA holding the complaint has



   jurisdictional authority to resolve the complaint. 

		  Ensure the complaint has been entered into the Complaint Resolution Tracking 



   System (CRTS).  Lesson Five provides training on this topic.

		  Prepare and send to the complainant form LCR002, that must, at a minimum, explain



   the Complaint Resolution and State Hearing processes and associated time frames.

   The form LCR002 must be accompanied by a blank “Request for State Hearing,” form

   SH001.



In Lesson One, you learned that a customer can present a complaint verbally or in writing.  Within 5 business days of the complaint receipt date, the Local Child Support Agency (LCSA) must:

 

		Ensure the complaint information is documented on the “Request for Complaint Resolution,” form LCR001, and if the form was completed by the LCSA from a verbal complaint, a copy is sent to the complainant.



 

		Assign an investigator to the complaint.  This individual must be someone whose action or inaction is not the subject of the complaint.





		Prepare and send to the complainant form LCR002, that must, at a minimum, explain the Complaint Resolution and State Hearing processes and associated time frames.  The form LCR002 must be accompanied by a blank “Request for State Hearing,” form SH001.





		Review and evaluate the complaint to ensure the LCSA holding the complaint has jurisdictional authority to resolve the complaint.





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



 

Let’s focus our attention on the issue of complaint review, click the Next button to learn about the complaint review process.
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Complaint Review & Investigation

Lesson Two

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

Complaint Closure

The LCSA should close the complaint resolution process after completion of the following actions:

		  Acknowledged the complaint via form LCR002.



		  Investigated the complaint.



		  Issued form LCR006.



		  Completed any and all actions required to resolve the complaint.



Lesson Four, Administration, provides training on this topic.



The LCSA should close the complaint resolution process after completion of the following actions:

 

		Acknowledged the complaint via form LCR002.





		Investigated the complaint.





		Issued form LCR006.





		Completed any and all actions required to resolve the complaint.



 

Lesson Four, Administration, provides training on this topic.
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		  Notify the appropriate LCSA staff of their responsibility for completing the necessary



   action(s) and ensure the actions are completed within statutory time frames.  In the

   absence of statutory time frames, the actions must be completed within thirty (30)

   calendar days of the complaint receipt date.

		  Obtain additional pertinent case information and/or documents from the



   caseworker(s) responsible for the action/inaction that is the subject of the complaint,

   the FTB and any other agency/source necessary for prompt resolution of the

   complaint.

		  Identify and define any action the LCSA, FTB and/or any third party agency should



   take to resolve the complaint.

		  Notify in writing any third party or agency of an action they must take to resolve the



   complaint and facilitate the resolution of the complaint with the third party until the

   requested action is completed.

Complaint Review & Investigation

Lesson Two

Complaint Investigation and Resolution

If, during the contact, sufficient information is obtained and the complaint is not resolved, the complaint investigation continues with further investigation into the facts surrounding the complaint and should:

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



If, during the contact, sufficient information is obtained and the complaint is not resolved, the complaint investigation continues with further investigation into the facts surrounding the complaint and should:



		Obtain additional pertinent case information and/or documents from the caseworker(s) responsible for the action/inaction that is the subject of the complaint, the FTB and any other agency/source necessary for prompt resolution of the complaint.



 

		Identify and define any action the LCSA, FTB and/or any third party agency should take to resolve the complaint.



 

		Notify the appropriate LCSA staff of their responsibility for completing the necessary action(s) and ensure the actions are completed within statutory time frames.  In the absence of statutory time frames, the actions must be completed within thirty (30) calendar days of the complaint receipt date.



 

		Notify in writing any third party or agency of an action they must take to resolve the complaint and facilitate the resolution of the complaint with the third party until the requested action is completed.
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		  Include the time frames for filing a request for State Hearing based on the complaint



   resolution extension.

		  Explain the reason for the extension.



You will recall from Lesson One that the complaint resolution process must be completed within thirty (30) calendar days from the complaint receipt date unless the Director of the LCSA has granted a one-time extension of the complaint resolution period.  Such an extension can be granted for up to a maximum of thirty (30) additional calendar days.

If an extension is granted, the LCSA must complete and mail to the complainant and the State Hearing Office (SHO) a “Notice of Complaint Resolution Extension,” form LCR005, no later than thirty (30) calendar days after the complaint receipt date.  The notice must be signed by the LCSA Director and:

Complaint Review & Investigation

Lesson Two

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

Complaint Resolution Extension

Once the form LCR005 has been completed and sent, the LCSA has up to sixty (60) calendar days from the complaint receipt date to prepare and send to the complainant the form LCR006.



You will recall from Lesson One that the complaint resolution process must be completed within thirty (30) calendar days from the complaint receipt date unless the Director of the LCSA has granted a one-time extension of the complaint resolution period.  Such an extension can be granted for up to a maximum of thirty (30) additional calendar days.  

 

If an extension is granted, the LCSA must complete and mail to the complainant and the State Hearing Office (SHO) a “Notice of Complaint Resolution Extension,” form LCR005, no later than thirty (30) calendar days after the complaint receipt date.  The notice must be signed by the LCSA Director and:



		Explain the reason for the extension.





		Include the time frame for filing a request for State Hearing based on the complaint resolution extension.



 

Once the form LCR005 has been completed and sent, the LCSA has up to sixty (60) calendar days from the complaint receipt date to prepare and send to the complainant the form LCR006. 
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		  Notify the complainant in writing of the information needed from the complainant to



   effect complaint resolution.

		  If sufficient additional information is not received within ten (10) calendar days, the LCSA must send a



   completed form LCR006 to the complainant no later than thirty (30) calendar days after the complaint receipt

   date.

		  Advise the complainant that the complaint will be closed in ten (10) calendar days if 



   the information is not received.

		  Complete and mail to the complainant a form LCR006, with a blank form SH001.



Complaint Review & Investigation

Lesson Two

Complaint Investigation

If, during the contact, the complaint is resolved to the satisfaction of the complainant, the LCSA must:

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

		  Initiate closure of the complaint.  Lesson Four, Administration, provides training on



   this topic.

If during the contact the complaint investigator is unable to obtain enough information from the complainant to initiate or complete a complaint investigation, the LCSA must try to contact the complainant to secure the necessary information.

If these efforts are unsuccessful, no earlier than fifteen (15), but no later than twenty (20) calendar days after the complaint receipt date, the LCSA must:



If, during the contact, the complaint is resolved to the satisfaction of the complainant, the LCSA must:

 

		Complete and mail to the complainant a form LCR006, with a blank form SH001.





		Initiate closure of the complaint.  Lesson Four, Administration, provides training on this topic.



 

If during the contact the complaint investigator is unable to obtain enough information from the complainant to initiate or complete a complaint investigation, the LCSA must try to contact the complainant to secure the necessary information.  

 

If these efforts are unsuccessful, no earlier than fifteen (15), but no later than twenty (20) calendar days after the complaint receipt date, the LCSA must:



		Notify the complainant in writing of the information needed from the complainant to effect complaint resolution.





		Advise the complainant that the complaint will be closed in ten (10) calendar days if the information is not received.





		If sufficient additional information is not received within ten (10) calendar days, the LCSA must send a completed form LCR006 to the complainant no later than thirty (30) calendar days after the complaint receipt date.
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		 The LCSA sends a written notification to the complainant via the “Notice of Complaint



   Resolution,” form LCR006, and

Complaint Review & Investigation

Lesson Two

Verbal or Written Complaint Received

The complaint review must be completed within five (5) business days of the complaint receipt date.  The purpose of the complaint review is to determine the LCSA’s jurisdictional authority to resolve the complaint.  The LCSA that took the action, failed to take action or requested the Franchise Tax Board (FTB) take the action that is the subject of the complaint, has jurisdictional authority.

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

A complaint that, upon review, is determined to be outside the jurisdiction of the child support program, must be processed as follows:

		 To the extent possible, refers the complainant to the appropriate agency for resolution.



A complaint that, upon review, is determined to be within the jurisdiction of the LCSA in another county, must be transferred by the LCSA performing the review to the appropriate county.



The complaint review must be completed within five (5) business days of the complaint receipt date.  The purpose of the complaint review is to determine the LCSA’s jurisdictional authority to resolve the complaint.  The LCSA that took the action, failed to take action or requested the Franchise Tax Board (FTB) take the action that is the subject of the complaint, has jurisdictional authority.

 

A complaint that, upon review, is determined to be outside the jurisdiction of the child support program, must be processed as follows:

 

		The LCSA sends a written notification to the complainant via the “Notice of Complaint Resolution,” form LCR006, and

		To the extent possible, refers the complainant to the appropriate agency for resolution.



 

A complaint that, upon review, is determined to be within the jurisdiction of the LCSA in another county, must be transferred by the LCSA performing the review to the appropriate county.
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		  Completes the “Complaint Transfer,” form LCR004.





		  E-Mails or faxes the form with all other relevant complaint documents, forms and



   other information received from the complainant to the appropriate LCSA.



		  Notifies the complainant of the transfer within five (5) business days after



    transferring the complaint by mailing a copy of the form LCR004.

Complaint Review & Investigation

Lesson Two

Complaint Transfer

To initiate a transfer, the LCSA in County One:

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

Tip   There is a one-page map of the complaint transfer process in the Complaint Resolution Section of your Student Tool Book.  Before we discuss transfers in greater detail, you may wish to find that map and refer to it during the next few minutes of this presentation.



TIP:  There is a one-page map of the complaint transfer process in the Complaint Resolution Section of your Student Tool Book.  Before we discuss transfers in greater detail, you may wish to find that map and refer to it during the next few minutes of this presentation.

 

To initiate a transfer, the LCSA in County One:

 

		Completes the “Complaint Transfer,” form LCR004.

		E-Mails or faxes the form with all other relevant complaint documents, forms and other information received from the complainant to the appropriate LCSA.

		Notifies the complainant of the transfer within five (5) business days after transferring the complaint by mailing a copy of the form LCR004.
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		  Use course references to review a complaint and complete a “Request for



   Complaint Resolution Acknowledgement”, form LCR002.

		  Use course references to determine jurisdictional authority and process



   a complaint transfer.

		  Apply course references to complete a plan for investigating a complaint.



Complaint Review & Investigation

Whether you are a complaint investigator or a caseworker who may be asked to provide case information to support a complaint investigation, you will need the information contained in this lesson to successfully accomplish your task.  

Lesson Two

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

Learning Objectives

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



You are now beginning Lesson Two, Complaint Review and Investigation.  This lesson builds upon the general information provided in Lesson One.  If you have not completed Lesson One, please do so before continuing with Lesson Two.

 

Whether you are a complaint investigator or a caseworker who may be asked to provide case information to support a complaint investigation, you will need the information contained in this lesson to successfully accomplish your task.  



Learning Objectives

 

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



		Use course references to review a complaint and complete a “Request for Complaint Resolution Acknowledgment,” form LCR002. 



	

		Use course references to determine jurisdictional authority and process a complaint transfer.



 

		Apply course references to complete a plan for investigating a complaint.



 

Let’s begin by recalling what you learned in Lesson One, General Process Overview.
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