	Quick Reference Guide – Unified Complaint System


· Assignment of case numbers:  Last two digits of Fiscal Year + consecutive 3 digit ID number.  (Example, first complaint of FY 2013 will be: 13-001, the next 13-002, etc…)

· Anonymous complaints: There is no such thing as an anonymous complaint. The complainant must sign complaint forms. Confidentiality will be maintained to the maximum extent possible under the law, but it cannot be guaranteed.

· Representation:  Lawyers and other interested parties can file complaints on behalf of identified complainants who have requested their assistance. The complainant always has the option of pursuing a privately initiated lawsuit.  

· Letters of complaint:  Signed letters from complainants should be treated as properly completed complaint forms provided they include sufficient information to initiate an investigation. Acknowledge them by a confirmation letter to the complainant. Unsigned or inadequately detailed letters should be responded to by either a letter (requesting additional information) or phone call (explaining the deficiencies and how to correct them).Follow Time frames.

· Discrimination complaint deadline:  WIA (title I / Title III) related discrimination complaints must be handled in accordance with procedures specifically described in PI 11-27 Revision II.
· Complaint resolution is achieved when:

              1. Complainant indicates satisfaction, or
              2. Complainant chooses not to elevate, or 

              3. Complainant fails to respond to written request for additional information within 20 working days for a non-MSFW or 40   \

                 working days for a MSFW, or

             4. Complainant exhausts final level of review, or 

             5. Final determination of an enforcement agency is issued.

· Response times:  All OSCC related non-discrimination complaints must be elevated (after informal / formal resolution fails) within 5 working days if the complainant is a MSFW, or 15 working days if non-MSFW to the State level.  If there has been a written request for information from the complainant, these deadlines do not apply until the response is received (20 working days non-MSFW / 40 working days for MSFW).  If no response is received, the complaint is considered resolved. For EO / Discrimination complaints see PI 11-27 Revision II.
· Authorization to use Social Security #:  The Privacy Act requires that you must obtain the complainant’s authorization to use their Social Security Number. This must be explained to the complainant and authorization must be obtained is SS# is required / requested in order to complete the investigation.

· Record keeping / tracking:  Open a separate file folder on each complaint. Keep dated (written) notes on all communications and activities concerning each complaint. Complaint records must be kept for a 3 year period from the date of resolution.

· If there is no known enforcement agency to take a complaint: Suggest the complainant check with the city and county governments where the alleged offense occurred. It is possible one of these may operate an office with at least partial jurisdiction over the issue. 

· Forms:  It is helpful to have other agencies’ complaint forms available for the complainant’s use.  However, these forms should not be substituted for the One Stop Career Center (OSCC) Complaint Referral Record (ETA Form 8429) or the US DOL-CRC Complaint Information Form (DL 1 – 2014a) required by the OSCC Complaint System.
· Reporting – Complaint Log must be e-mailed at the end of each quarter (1st quarter (July, August & September), 2nd quarter (October, November & December), 3rd quarter (January, February & March), and 4th quarter (April, May & June)). The report is required even if there have been no complaints filed during the quarter (mark log “No activity”). The deadline is the 15th day after the end of the reporting quarter.
