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A. BACKGROUND

This policy clarifies Workforce Snohomish expectations for handling of all customer
concerns and complaints with regard to State-funded programs that Workforce
Snohomish operates either directly or as a pass-through entity.

B. POLICY

Scope and Limitations
This policy applies exclusively to complaints alleging violations of Workforce Snohomish
State-funded program policies, procedures or operating program guidelines, or
Employment Security Department State-funded program policies or procedures. It does
not apply to the following complaint types, which are governed by separate policies:
e Complaints alleging discrimination, civil rights violations, or Equal Opportunity
violations are governed by Workforce Snohomish Policy 1060: Nondiscrimination
& Equal Opportunity.
e Complaints alleging violations of WIOA Title | regulations by a WIOA Title I-funded
partner are governed by Workforce Snohomish Policy 1170: Customer Complaint.

Participants are encouraged to review the "Other Complaints" section of this policy if they
are uncertain which policy applies to their situation. Where Workforce Snohomish
determines that a submitted complaint is more appropriately governed by Policy 1060 or
Policy 1170, WFS will notify the complainant in writing within five (5) business days of
that determination, so that the complainant may refile under the applicable policy without
unnecessary delay.

Program Concerns

If an enrolled individual in a Workforce Snohomish-managed State-funded program
believes that they have been treated in a manner that is inconsistent with Workforce
Snohomish State-funded program policies, procedures, or operating program guidelines,
or Employment Security Department State-funded program policies or procedures, they
are encouraged to resolve the concern at the lowest level possible by first communicating



the concern to the program staff assigned to work with them. If the program staff and
program supervisor are unable to assist in resolving the concern to a satisfactory degree,
the individual should then consider escalating the concern to a formal complaint as
described below.

Program Complaints

If an individual cannot resolve their concern and/or wishes to escalate the concern to a
formal complaint, they may submit said complaint in writing to the WorkSource One Stop
Operator contact. Complaints must include, at a minimum:

e Complainant’s name.

¢ Mailing address or other means by which the complainant may be contacted.

¢ |dentification of individual(s) or organization(s) responsible for the alleged issue.

e A description of the complainant’s allegations, which must include enough detail
to determine the jurisdiction of the complaint and the date(s) the apparent
violation(s) took place.

e The complainant’s written or electronic signature and signature date. The signature
of their authorized representative is also acceptable.

e Any supporting documentation the Complainant wishes to provide.

Complainants may not submit a complaint on behalf of other individuals or multiple
individuals simultaneously.

Workforce Snohomish will issue an acknowledgement of receipt within three business
days of receipt of the complaint.

Statute of Limitations

All Complainants must submit their initial complaint in writing no later than ninety (90)
calendar days from the date of the apparent violation. Complaint submissions beyond this
period will not be considered.

Confidentiality & No Retaliation
The submission of a complaint is not considered actionable and neither Workforce
Snohomish nor any subrecipients may take any action prior to, during, or after the
submission of the complaint that may be construed as retaliation. This includes, but is not
limited to:

e Initiating a premature exit from the state-funded program

e Refusal to provide services to which the participant is otherwise eligible to receive

without clear justification
e Undue delays in the provision of services that other participants do not experience

Furthermore, the identity of a complainant(s) or any person who furnishes information
related to, or who has assisted in, an investigation of a complaint will be kept confidential
to the maximum extent possible consistent with applicable law and a fair determination of
the complaint. The identity of a complainant may only be released upon written consent
of the individual(s) furnishing information regarding a complaint.



A participant who believes they have experienced retaliation in connection with a
submitted complaint may report the alleged retaliation to the WorkSource Everett One
Stop Operator or may raise it as part of an appeal of the determination pursuant to the
Appeal Process section below. Alleged retaliation that the participant believes constitutes
discrimination should be reported pursuant to Policy 1060: Nondiscrimination & Equal
Opportunity.

Initial Resolution Process

Workforce Snohomish will review each complaint submission and issue a written
determination within twenty-five (25) calendar days of receipt. This will constitute an initial
attempt at resolution and will involve evaluating the merit of the complaint against
effective policies, procedures, and operating program guidelines at the time of the
apparent violation. Because Workforce Snohomish State-funded program policies and
procedures are explicit and documented, WFS will endeavor to issue determinations on
straightforward complaints as early in the twenty-five (25) day window as the facts and
applicable policy allow.

The written determination will document:
o The findings of fact

o Whether the complaint was substantiated or not substantiated
o Corrective action to be taken, if the complaint is substantiated
o A restatement of the appeal process described below

Where a complaint is substantiated, WFS will identify and implement appropriate
corrective action, which may include but is not limited to: correction of an administrative
error; reinstatement of a service or benefit that was improperly denied or delayed;
resumption of program participation where improperly interrupted; or revision of a
determination or process that was applied inconsistently with applicable policy. Corrective
action will be proportionate to the nature of the violation identified and will be consistent
with WFS's administrative authority under applicable State-funded program policies. The
written determination will be the final step in the complaint process, provided the individual
does not appeal.

Local Hearing Process
If the complainant is unsatisfied with the initial resolution offered by Workforce
Snohomish, a formal hearing before an impartial hearing officer must be held within sixty
(60) calendar days of the receipt of a complaint. Workforce Snohomish will provide written
notice of the hearing to the complainant, containing the following information:

e Date of the notice, name of the complainant, and the name of the party against

whom the complaint is filed.

e Date, time, and place of the hearing.

e Statement of the alleged violations.

e Name, address, and telephone number of the contact person issuing the notice.



The hearing will be conducted, and a determination will be provided to the complainant
within sixty (60) calendar days from the receipt of the complaint. State-funded program
complaints are not covered by WIOA law and guidance, therefore there is no State-level
appeal. If either party disagrees with the local hearing officer's decision, they can appeal
to the Snohomish County Superior Court, pursuant to RCW 34.05.416.

Records Retention

All records and correspondence related to program complaints will be maintained by the
program complaint representative and kept separately from any other records. All records
regarding state funded program complaints and actions taken must be maintained for a
period of not less than three (3) years from the final date of resolution of the complaint in
alignment with 29 CFR 97.42. See 29 CFR 95.53 for institutions of higher education, non-
profit organizations and commercial organizations.

At a minimum, files will include:
e The original complaint filed.
e Copies of all documents related to the issues that were collected and reviewed,
including all fact-finding reports and interviews.
e Copies of all correspondence and agreements with involved parties.

Complaint Log

Workforce Snohomish will maintain a record of all actions taken related to receipt, referral,
or disposition of a state-funded program complaint in the formal complaint log, which will
be accessible only to the One-Stop Operator, the local EO Officer, and the State-Level
EO Officer, as described in WorkSource System Policy 1012 Rev. 4.

Other Complaints

If an individual is enrolled in a Workforce Snohomish-managed WIOA Title I-funded
program and believes that a WIOA Title |-funded partner has violated WIOA Title |
regulations, they should instead consult Workforce Snohomish Policy 1170: Customer

Complaint.

If an individual believes they have been discriminated against in violation of the Equal
Opportunity Act of 1972, they should instead consult Workforce Snohomish Policy 1060:
Nondiscrimination & Equal Opportunity.

Participants who are uncertain which policy applies to their situation are encouraged to
contact the WorkSource Everett One Stop Operator directly for assistance in identifying
the appropriate complaint pathway. Contacting WFS for this purpose does not constitute
filing a complaint and does not toll the applicable statute of limitations under any policy.

C. DEFINITIONS
e Apparent Violation: An assertion that an individual enrolled in a Workforce
Snohomish-managed State-funded program makes, under the belief that they
have been treated in a manner inconsistent with Workforce Snohomish State-
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funded program policies, procedures, operating program guidelines, or
Employment Security Department State-funded program policies or procedures.
Authorized Representative: An individual who has been designated in writing
by the complainant to act on their behalf in connection with the submission and
processing of a formal complaint under this policy. Written documentation of the
authorization must be submitted with the complaint at the time of filing.
Complainant: An individual enrolled in a Workforce Snohomish-managed State-
funded program who is submitting a formal program complaint alleging an
Apparent Violation.

EO/Discrimination Complaint: Discrimination complaints are complaints
alleging a violation of law(s) that prohibit discrimination against any individual or
any specific class of individuals on the basis of race, color, religion, sex

(including pregnancy, childbirth, and related medical conditions, sex stereotyping,
transgender status, and gender identity), national origin (including limited English
proficiency), age, disability, political affiliation or belief, or for any beneficiary of,
applicant to, or participant in programs financially assisted under Title | of WIOA,
on the basis of the individual's citizenship status or participation in any WIOA
Title I-financially assisted program or activity. EO/Discrimination complaints are
not governed by this policy and must be submitted pursuant to Policy 1060:
Nondiscrimination & Equal Opportunity.

WorkSource Everett One-Stop Operator: The WorkSource system coordinator
in Snohomish County.

Local Hearing: The process by which a local area, through an impartial hearing
officer, reaches a determination in an attempt to resolve a state funded program
complaint within 60 calendar days from the date of complaint submission. For all
intents and purposes, the local hearing is the formal resolution process for state
funded program complaints, but complaints can be resolved prior to, and in lieu of,
a local hearing.

Local Hearing Officer: An impartial officer responsible for conducting a hearing.
Impartial officers will not be directly connected to the allegations or potentially
affected by the results of the determination(s).

Program Complaint: The formal communication of an Apparent Violation in
writing.

Program Concern: The informal communication of an Apparent Violation that
does not rise to the level of a complaint.

EO/Discrimination Complaint: Discrimination complaints are complaints alleging
a violation of law(s) that prohibit discrimination against any individual or any
specific class of individuals on the basis of race, color, religion, sex (including
pregnancy, childbirth, and related medical conditions, sex stereotyping,
transgender status, and gender identity), national origin (including limited English
proficiency), age, disability, political affiliation or belief, or for any beneficiary of,
applicant to, or participant in programs financially assisted under Title | of WIOA,



on the basis of the individual’s citizenship status or participation in any WIOA Title
I-financially assisted program or activity.

D. REFERENCES

Workforce Snohomish Policy 1060: Nondiscrimination & Equal Opportunity
Workforce Snohomish Policy 1170: Customer Complaint

Worksource System Policy 1012: Complaint Resolution

Worksource System Policy 1012 Attachment A: Programs Complaint Handbook

E. SUPERSEDES
N/A

F. ATTACHMENTS
N/A
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