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	Title:
	COMPLAINTS



	Purpose:
	The Department of Developmental Services-, as lead agency, is responsible to review, investigate and act on any complaints or allegations of noncompliance with Part C of IDEA or with Connecticut Birth to Three standards, policies, or procedures by any public or private Birth to Three program. 


Overview

Any public agency, public employee, parent, private individual or organization may file a written complaint alleging that there has been an instance of noncompliance with IDEA Part C or with Connecticut’s Birth to Three System standards, policies, or procedures by any public or private service provider.  The Birth to Three System will investigate the facts and, within sixty calendar days, will issue a written decision to the complainant.  There may be an extension of that timeframe if exceptional circumstances exist.  Any necessary extension shall be agreed upon by both parties and will not exceed sixty calendar days.  Parents are notified of these procedures through two Family Handbooks that they receive as part of the intake process, the Birth to Three website, the Welcome Video, and through the “Parents Rights Under IDEA Part C” booklet that they receive initially and annually from their Birth to Three program.  Other organizations, such as the Connecticut Parent Advocacy Center, the Office of Protection and Advocacy, and the Independent Livings Centers, are also notified of this procedure.

Formal Complaint Process

1. The organization or individual filing the complaint must submit a signed written complaint to the Director of the Connecticut Birth to Three System and forward a copy of the complaint to the public agency or Birth to Three provider serving the child at the same time.

Per Section 303.434 of the Part C Regulations the written complaint must include:

(1) A statement that the lead agency, public agency, or Birth to Three provider has violated a requirement of Part C of IDEA that occurred not more than one year prior to the date that the complaint is received;

(2) The facts on which the statement is based;

(3) The signature and contact information for the complainant; and

(4) If alleging violations with respect to a specific child—

(i) The name and address of the residence of the child;

(ii) The name of the Birth to Three provider serving the child;

(iii) A description of the nature of the problem of the child, including facts relating to the problem; and

(iv) A proposed resolution of the problem to the extent known and available to the party at the time the complaint is filed.

If any of these items are not addressed in the written complaint the Family Liaison will address them as part of the investigation.
1. The Birth to Three Director will ask the Family Liaison to conduct an investigation of the complaint through interviews and a review of the early intervention record(s) or the Birth to Three Director may determine that an independent on-site investigation is necessary.  The complainant will be given the opportunity to submit additional information orally or in writing within the required timeline.

2. When the liaison or independent person is investigating, programs will cooperate by providing full access to all records and personnel involved.

3. The Birth to Three Director will review all relevant information and determine whether the public or private agency is violating a requirement of the Birth to Three System. She will submit her findings to the Commissioner of the Department of Developmental Services and will issue a written decision within 60 days. A time extension may be permitted if exceptional circumstances exist with respect to a particular complaint
4. The written decision will address each allegation in the complaint and will contain the following:

· findings of facts and conclusions

· the reasons for the lead agency’s final decision

· the corrective actions needed to achieve compliance, including, as appropriate, the awarding of monetary reimbursement or other corrective action appropriate to the needs of the child and the child’s family.  This includes corrective actions required of the system or of a program or termination of a program’s contract for cause.

5. The Accountability and Monitoring Office will document that any corrective action required of a program has been implemented.  The Personnel and Practice Office will be responsible for needed technical assistance activities.

Formal Complaint Time Frames

The alleged violation must have occurred not more than one year prior to the date that the complaint is received.  Allegations of violations outside of this time frame will not be accepted by the Birth to Three System.

Informal Complaints

Parents and others are encouraged, if they have a complaint, to attempt to resolve it by speaking to their service coordinator, program director, or the Family Liaison at Central Office before filing a formal complaint or requesting mediation or a hearing.  Programs, along with the Family Liaison, or Central Office, are expected to maintain logs of such informal complaints, including how and when each was resolved.  It is only by logging such complaints and analyzing them for issues and trends that we can understand where improvements need to be made at either the program or system level.

When a parent calls or the Family Liaison, at Central Office to voice a concern, the Family Liaison will investigate, with the parent’s permission, and try to resolve the issue, if possible.

_______________________________

References:

34 CFR 303.432–303.434

17a-248-10 of the Regulations of CT State Agencies
A Family Handbook:  Guide l Referral and Eligibility
A Family Handbook:  Guide ll Orientation to Services
Parents Rights Under IDEA Part C booklet
