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Division Administrator

RE: Job Center Complaint Coordinator System

PURPOSE: Provide Updated Information on Wisconsin’s Job Center Complaint Coordinator
System

BACKGROUND: Section 121(d) of Title | of the Workforce Investment Act of 1998 (WIA)
established the federal requirement that services and benefits under WIA be delivered through a
one stop delivery system, known in Wisconsin as Job Centers.

Section 181 of the Act requires that,
“Each State and local area receiving an allotment under this title shall establish and maintain a
procedure for grievances or complaints alleging violations of the requirements of this title from

participants and other interested or affected parties.”

Section 188 of the Act provides applicable nondiscrimination statutes and regulations be
adjudicated through the procedures which the State and local area establish.

In September of 1998, Wisconsin, in conjunction with other partner agencies, implemented a
system of centralized point of contact for anyone visiting a Job Center to go to with a complaint.
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This system was called the Job Center Complaint Coordinator System (JCCCS). Complaint
Coordinators referred complaints or acted as a conduit to make sure the complainant gets the
resources they need, based on the type of complaint or particular program involved. Each Job
Center was provided with Complaint Coordinator Posters showing English, Spanish and Hmong
translations to display prominently at the site.

Since then periodic updates of the Complaint Coordinators have been done, and the Role of the
Complaint Coordinator has been reviewed for needed updates. This communication is the
result of the most recent update conducted with the Workforce Development Boards with
assistance from partner agencies.

The Department monitors the effectiveness of the JCCCS when conducting on-site visits with
the Workforce Development Boards, and has available training for the coordinators upon
request along with additional Complaint Coordinator Posters.

POLICY: Wisconsin’s JCCCS will be utilized in Job Centers to provide a centralized point of
contact for anyone visiting a Job Center to go to with a complaint. The Workforce Development
Boards are responsible for assigning a Complaint Coordinator for each Job Center, for assuring
that the Complaint Coordinator is knowledgeable of their roles and responsibilities as outlined in
the attached document, and for assuring that the Complaint Coordinator Poster is prominently
displayed in each Job Center.

ACTION SUMMARY STATEMENT: Workforce Development Boards must ensure the
Complaint Coordinators in their Job Centers are appointed and knowledgeable of their role, and
that the Job Center Complaint Coordinator Poster is prominently displayed at their Job Centers.
If training or technical assistance is necessary related to this memo, contact:

William A. “Bill” Franks, Jr., Equal Opportunity Officer
Division of Employment and Training

Department of Workforce Development

201 East Washington Avenue, Room A200

P.O. Box 7972

Madison, WI 53707-7972

Telephone (608) 266-6889

TTY (886) 864-4585

Fax (608) 267-3240

This policy is located at http://dwd.wisconsin.gov/det/adminmemos/pdf/2007/070l.pdf

Attachments:
A. Job Center Complaint Coordinator Roles and Responsibilities
B. Job Center Complaint Coordinator Listing
C. Job Center Complaint Coordinator Poster
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