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Complaint Resolution and State Hearing Training Course

Training Coordinator Handbook

Introduction

IMPLEMENTATION OF STATEWIDE REGULATION TRAINING

This handbook contains materials necessary for the local administration of the Complaint Resolution & State Hearing Regulation Training course.   This course consists of five lessons that have been structured in a progressive fashion from a broad foundation for all staff, to lessons with greater detail for staff that require a greater depth of information to perform program-related job functions.
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COURSE DESCRIPTION

Purpose.  The purpose of this course is to facilitate consistent statewide implementation and ongoing administration of the Complaint Resolution and State Hearing Regulations.
Mandatory Training Requirements.  This is a mandatory training program. While all child support staff are welcome to review all lessons, the Department of Child Support Services (DCSS) has determined that each lesson is mandatory for at least the target audiences noted below:
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Lesson One – General Process Overview

Approximate completion time: 45 minutes
Mandatory for all existing staff to complete by September 30, 2001.  New staff must have completed this lesson by the end of their first 30 days of employment.
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Lesson Two – Complaint Review & Investigation

Approximate completion time: 30 minutes
Mandatory for Caseworkers, Attorneys, Ombudspersons and Administrators
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Lesson Three – State Hearings

Approximate completion time: 75 minutes
Mandatory for Caseworkers, Attorneys, Ombudspersons and Administrators
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Lesson Four – Administration

Approximate completion time: 15 minutes
Mandatory for Caseworkers, Ombudsperson Program staff, Administrative staff and Administrators
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Lesson Five – Automated Tracking System

Approximate completion time: 20-45 minutes, dependent upon level of comfort with automated systems.
Mandatory for all staff who will be entering and/or editing data into the system

Note:  With the exception of Lesson One, completion deadlines have not been determined.
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