DEPARTMENT OF Attachment A4: Complaint Process Flow -
MAsSHIRE | CAREER SERVICES FORMAL Resolution

e Informal Resolution Process Fails OR Wagner-Peyser related
complaints must be filed
within 2 years from
alleged violation or 1

year from services exit

WIOA-related
complaints must be
filed within 1 year
from alleged violation

e Complainant, CO/EEQ or bacdkup terminates informal resolution
process

FORMAL RESOLUTION PROCESS STARTS

NO ADDITIONAL FACT FINDING CONDUCT ADDITIONAL FACT FINDING
NEEDED * Conduct Hearing orinterviews
* Request written statements
Review complaint, document and * Request and review policies and/or
customer statements on hand procedures

Determination made within:
* 20 business days for WP

* 40business days for
MSFW

* 60 business days for WIOA

Determination made within:
* 15 business days for WP
* 30 business days for WIOA

All timeframes are from date

R A il All timeframes are from date

comphaintis filed

Document the determination

Issue written determination signed by all parties
Inform complainant of "Right to Appeal"

Update Complaint Log

Save all documentation as part of the Complaint file

APPEALED to MDCS within

NO APPEAL 20 business days of date of
letter

CLOSE CASE CLOSE CASE
AT LOCAL LEVEL

LEGEND
* Lines and arrows representthe sequence /relationship of steps
* Rectanglesrepresent a process
* Ovalsrepresent the start or end of a workflow
* Diamonds representa decision
* Parallelograms represent inputs or outputs
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