QUESTIONS AND ANSWERS

WORKSOURCE INITIAL CUSTOMER COMPLAINT
POLICY 1012
Q 1.  Will this policy supplement or replace WIA Complaint Policy #3440?

A 1.  The WorkSource Initial Customer Complaint Policy supplements the WIA Complaint Policy by better ensuring all partners located at a WorkSource can immediately direct all potential complaints to the appropriate complaint contact.  

The WorkSource Initial Customer Complaint Policy cannot replace the WIA Complaint Policy because it does not describe how to fully process a complaint that is determined to be WIA program related.    

Q 2.  Is a formal complaint one that is written and signed? 

A 2.  Yes.

Q 3.  So, every center should have a complaint contact? 

A 3.  Yes, there must be at least one person in each center who can determine complaint jurisdiction. That person isn’t necessarily expected to process or resolve the complaints.

Q 4.  Is there more than one type of complaint contact?

A 4.  There may be three types of complaint contacts depending on the locally agreed policy or process:

· A one-stop complaint contact, which may be appointed by the One-Stop Operator, initially assists all customers interested in filing a complaint at a local WorkSource site.  Responsibilities may include informing customers of their right to complain, determination of complaint program jurisdiction or other legal jurisdiction, assistance with filling out complaint forms (if appropriate), and referring customers to applicable program complaint contact(s) or other complaint contact(s).

· A program complaint contact, which shall be appointed by the appropriate program administrator, will process a complaint consistent with applicable program law.  All programs located at a WorkSource site must have a complaint contact.  Not all programs are required to have complaint contact on-site.
· An equal opportunity (EO) complaint contact may process discrimination related complaints depending on the type of allegation made. WDC EO officers or the State EO officer may serve as complaint contacts.
Program complaint contacts (i.e. program supervisors) may serve as one-stop complaint contacts depending on the locally agreed policy/process and the types of programs located in a WorkSource site.

Q 5.  Can a one-stop complaint contact(s) be assigned for a WDA rather than each WorkSource site?

A 5.  If a WDA has multiple WorkSource sites, a one-stop complaint contact must be located and available at each physical WorkSource site in order to ensure compliance with certain programs requiring availability of a program complaint contact to initially process a complaint on-site (see 20 CFR 658.413(a) and (b)). 
Q 6.  Can all partner staff at a WorkSource site serve as a one-stop complaint contact?

A 6.  Potential complaints may surface at any point of service.  Requiring all partners to serve as one-stop complaint contacts may be appropriate for WorkSource sites with few programs or staff available.  However, requiring all partners to serve as a one-stop complaint contact may result in unprepared partners initially processing a complaint in manner inconsistent with program regulations, policy, or other applicable law.  This may also create additional channels of communication which may result in miscommunication, poor customer flow, and/or may require more documentation of observations.
If a local area determines that all partners at a WorkSource site are to serve as a one-stop complaint contact, all partners must comply with applicable requirements described in question #5 including determination of program and EO complaint jurisdiction prior to making a referral.
Q 7.  We typically immediately refer L&I complaints to L&I. Is that the correct procedure?

A 7.  Complaints must not be referred without the review of a designated complaint contact to determine complaint jurisdiction.  A complaint that falls within L&I’s jurisdiction may also fall within ESD’s jurisdiction if the complaint is against an employer that has had an open job order in the past 12 months. The MSFW Complaint policy will provide the most relevant process to follow for job order complaints of this type.
Q 8.  Who is the program administrator or person with local authority over program complaint jurisdiction? 

A 8.  For WIA related complaints it would be the WDC director or appointee; for Wagner-Peyser related complaints, it would be the ECDD Area Director or appointee.

Q 9.  May One-Stop Operators develop a local policy or process that applies to all WorkSource sites located in a WDA?

A 9. Yes.
Q 10.  How much training or working knowledge is required to comply with this policy?

A 10. The level of training or working knowledge required depends on the locally agreed policy or process for assisting customers interested in filing a complaint.  In a case where a one-stop complaint contact concept is applied as shown in the “Initial Customer Complaint Flow Chart,” the following would apply:
All partners located at a local WorkSource site must:

· Be able to identify and refer a customer interested in filing a complaint to the one-stop complaint contact(s).

One-stop complaint contacts must:

· Have received training and/or have working knowledge of the local initial customer complaint process; 

· Have received training and/or have working knowledge of partner program complaint jurisdiction; 
· Be able to identify and refer a complaint to appropriate local program and EO complaint contacts.
Program complaint contacts and EO complaint contacts must:

· Have received training and/or have working knowledge of applicable program and/or EO complaint processing which shall at a minimum include:

· Complaint processing procedures;
· Timelines for referring and/or resolving program complaints; and
· Complaint filing requirements.
Program complaint contacts and EO complaint contacts may be required to demonstrate compliance with additional requirements depending on the applicable state program or state EO policy, regulations, or other applicable law.  

Q 11.  Does the ESD Training Academy offer training on determining complaint jurisdiction?

A 11.  Not yet. However, the Monitor Advocate is available for one-on-one technical assistance. 

Q 12.  What tools may help local areas document and track complaints?
A 12.  In addition to a written policy or process, it may benefit all WorkSource sites to maintain:

· A list of local one-stop and/or program complaint contacts; 

· A standard one-stop form informing customers of their right to file a written complaint; and 

· A central log of all complaints filed locally to ensure follow-up and timely resolution.

Q 13.  Do informal complaints resolved at the local level need to be logged?

A 13.  This is a local decision.  A local area may decide not to track informal complaints. All formal complaints must be logged, though.

Q 14.  If WorkSource keeps a log of all complaints, formal and informal, will that be monitored by WSID? 

A 14.  If the local complaint policy or procedures require informal complaints to be logged, then they may be monitored by WSID.  If local complaint policy or procedures do not require informal complaints to be logged, then they will not be monitored by WSID.  All formal complaints may be monitored by WSID.
Q 15.  May an informal resolution be attempted for a customer interested in filing a complaint prior to offering the customer the opportunity to file a written complaint?
A 15.  Resolution at the lowest level is part of all program and EO complaint processes. Informal resolution may be a method for resolving a complaint at the lowest level. However, informal resolution may not be used in lieu of allowing a customer the opportunity to file a written complaint.  Resolution at the lowest level is a standard part of all types of written complaint processes; therefore, informal resolution must only be attempted after a customer has filed a written complaint or in a situation where a customer chooses not to file a written complaint but has expressed a concern that may require a resolution.
Q 16. May a different approach for compliance with the Initial Customer Complaint policy be implemented other than the one-stop complaint contact?

A 16. Although variations of the one-stop complaint contact approach may be implemented, other approaches may be also be implemented. Locally agreed initial customer complaint processes must ensure that all customers expressing interest are: 

· Referred to the appropriate complaint contacts through the determination of program, EO, or other complaint jurisdiction; and  
· Notified of their right to file a complaint.
Locally agreed processes must also describe methods for processing complaints that involve multiple programs in order to enhance complaint processing by reducing the number of points of contact while ensuring compliance with program or EO policies.

Q 17. What is an example of a situation that may require coordination between complaint contacts?

A 17. Example: If a customer is co-enrolled in the Dislocated Worker Program and the Trade Adjustment Assistance (TAA) program, it may be counterproductive to have a customer have his/her complaint processed by two separate program complaint contacts.  A more customer-friendly approach may be for a WIA or TAA program complaint contact (or one-stop complaint contact depending on the locally agreed process) to initially identify the primary allegation(s) of a customer’s complaint.  As needed, a program complaint contact (WIA or TAA) may then take the lead in processing the complaint to its resolution while actively consulting with his/her counterpart, if necessary, to ensure compliance with each program’s complaint processing requirements. 
Q 18.  There is no information in the “Who to contact” section of the poster. Whose information goes there, the Monitor Advocate’s?

A 18.  The local complaint contact(s) information belongs there. 

Q 19.  We’re worried about how to hang posters when we have an open concept office with no walls. Is a reader board ok, maybe if the complaint process information cycles at a certain interval?

A 19.  The use of an electronic reader board for the purpose of notifying customers of their right to file a complaint does not satisfy the poster display measure; however, the use of an electronic reader board for the purpose of notifying customers of their right to file a complaint is still encouraged.  At least one WorkSource Complaint poster must be physically posted in a visible area where customers most commonly gather, such as the resource room.  
Q 20. Where can I find the WorkSource complaint poster?

A 20. You may print a copy of the WorkSource Complaint Poster for your office. The poster must be printed in color on 11’ X 17’ card stock paper in order to enhance readability.
If you would prefer to request a copy of Washington’s ETA-approved WorkSource complaint poster or if you have questions or comments regarding the Initial Customer Complaint Policy, please contact:

Alberto Isiordia

WorkSource Standards and Integration Division

P O Box 9046

Olympia, WA 98507-9046

360-438-4021

aisiordia@esd.wa.gov
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