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Policy 5.03 - Grievances, Community 

Relations and Government Inquiries 

Ask the Expert 

If you have questions or need clarification about the content in this Policy 

5.03, the Policy Chapter Manual identifies each policy owner. 
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Purpose  

This policy establishes standards and procedures for Developmental 

Disabilities Administration (DDA) employees when receiving and responding 
to grievances, community relations complaints, and governor’s or legislative 

inquiries from clients or their advocates regarding the delivery of DDA 
services, conduct of employees, or actions of contracted and state-operated 

providers. 

Scope 

This policy applies to all DDA employees.   

https://www.dshs.wa.gov/dda/policies-and-rules/policy-manual
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The following allegations and disputes are outside the scope of this policy and 

are addressed through separate processes as described below: 

A. Allegations of abandonment, abuse, neglect, exploitation, and financial 

exploitation of a child or vulnerable adult: These allegations must be 
reported immediately to Adult Protective Services (APS), the Residential 

Care Services Complaint Resolution Unit (RCS/CRU), or Child Protective 
Services (CPS), as described in DDA Policy 5.13. 

B. Client disputes about services that have been denied, reduced, 
suspended, or terminated: These are addressed through the 

administrative hearing process as described in Chapter 388-825 WAC 

Administrative Hearings. 

C. Requests for additional services exceeding those authorized under 

applicable DDA assessment or service rules: These are handled by an 
Exception to Rule (ETR) committee. 

D. Allegations of civil rights discrimination are addressed through a 
separate process as described below: 

1. When a customer alleges civil rights discrimination based on actions 
or inaction by a DSHS employee, by name or title, based on race, 

color, creed, religion, national origin, sexual orientation, age, sex, 
presence of any sensory, mental or physical disability, or use of a 

trained dog guide or service animal by a person with a disability, 
disabled veteran status or Vietnam Era veteran status, or other 

protected veteran status, the administrative unit shall immediately 
send the complaint to the DSHS Human Resources Division 

Investigations Unit at P.O. Box 45839, Olympia, WA 98504-5839 or 

via the investigations unit at investigationsupport@dshs.wa.gov. 

2. When a customer alleges civil rights discrimination that does not 

appear to contain any allegation against specific DSHS staff, by 
name or title, or which are related to a programmatic function or 

decision, the administrative unit shall immediately send the 
complaint to DSHS Community Relations, P.O. Box 45130, Olympia, 

WA 98504-5130 or via the Community Relations inbox at 
askdshs@dshs.wa.gov. 

https://www.dshs.wa.gov/sites/default/files/DDA/dda/documents/policy/policy5.13.pdf
https://app.leg.wa.gov/wac/default.aspx?cite=388-825
mailto:investigationsupport@dshs.wa.gov
mailto:askdshs@dshs.wa.gov


Policy - 5.03 Grievances, Community Relations 
and Government Inquiries 

DDA Policies and Procedures Manual 

 

Page 3 of 13 Return to Table of Contents Last revised: 7/2026 

 

Policy 

A. As part of their regular duties, DDA employees receive and resolve 
customer questions, feedback, complaints, and grievances. DDA will 

attempt to resolve all complaints and grievances at the lowest possible 
level, typically through case management, but cases may be escalated 

to the next highest level following the regular chain of command. 

B. Clients, their families, and their advocates have the right to file or 
express concerns or feedback without retaliation, reprisal, coercion, or 

intimidation.  DDA staff are strictly prohibited from engaging in 
retaliatory behavior and must proactively recognize, report, and 

intervene in any acts of retaliation. 

C. DDA must ensure that employees assigned to resolve grievances and 

complaints have the necessary skills and expertise, that they fairly 
evaluate all submitted information, and that decisions regarding 

resolution are made by impartial staff with no prior involvement with the 
issue.  

D. A customer may submit questions, feedback, or concerns about 
services, providers, or state employees to any DDA regional office by 

phone, email, fax, or in person at any level of the administration. 

E. Another individual or entity may file a grievance or complaint on behalf 

of a DDA client, or provide help or representation throughout the 

grievance process, with written consent of the client or their authorized 
representative (AREP).  

F. The DDA Headquarters (HQ) Grievance Team utilizes a statewide 
system and electronic platform called the DDA Grievance System.  This 

system receives, tracks, and manages community relations complaints, 
grievances, and legislative and governor’s inquiries received from the 

DSHS Community Relations Team or submitted in any of the following 
ways: 

1. Email: grievances@dshs.wa.gov – a centralized mailbox monitored 
by the DDA HQ Grievance Team. 

2. Online: Access.dshs.wa.gov – a public website portal. 

mailto:grievances@dshs.wa.gov
https://access.dshs.wa.gov/
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3. By phone: 1-800-737-0617 – the DSHS Community Relations 

phone line. 

4. In person at any DDA office. 

5. Mail to: 
Home and Community Living Administration 

Attn: HCS/DDA Grievances 
PO Box 45600 

Lacey, WA 98504-5600 

Upon receipt through this system, the issue is reviewed by the DDA HQ 

Grievance Team, and the appropriate actions are taken as described 

below in Procedures. 

Procedures 

Community Relations Complaints and Grievances 

A. Upon receipt of a community relations complaint or grievance directly 

from a customer, DDA field staff must document resolution activities in 
the client service episode record (SER) and respond timely as described 

below and in DSHS Administrative Policies 8.11 and 14.18: 

1. Acknowledge and return phone or email messages within two 

business days, or within forty-eight hours of returning to work if 
absent. 

2. Respond to mail within seven calendar days.  If the response will 

take longer than seven calendar days, make interim contact with 
the customer, and give a reasonable estimated date of response. 

3. Provide instructions for obtaining immediate assistance if the 
employee is not available, such as identifying an alternate staff 

member to reach by email, phone, or in person. 

4. Provide instructions on how to file a formal grievance using the DDA 

Grievance System through one of the ways described in Policy F. 
above.  

B. If a non-DDA client reports a concern to DDA, sharing information 
outside of DSHS requires consent from the client or their AREP, unless 

law allows it.  

https://stateofwa.sharepoint.com/sites/DSHS-EXE-OJCR/Administrative/DSHS-AP-08-11.pdf?CT=1774283993497&OR=ItemsView
https://stateofwa.sharepoint.com/:b:/r/sites/DSHS-EXE-OJCR/Administrative/DSHS-AP-14-18.pdf?csf=1&web=1&e=Jgfbrr
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C. DDA employees must communicate in a courteous, respectful, and 

professional manner when responding to customers. Communication 
with a customer may be redirected to a different DDA employee for 

reasons such as:  

1. At the customer's request  

2. Because of abusive or threatening behavior by the customer  

3. To ensure subject matter expertise; or  

4. To ensure a timely response. 

D. To ensure accessible communication, DDA employees must utilize 

regional translation or interpretation processes, and utilize the DSHS 

ADA Coordinator as needed. Staff must: 

1. Ensure the DDA Grievance System is accessible to individuals with 

disabilities and those with Limited English Proficiency (LEP) by 
providing auxiliary aids and services, interpreter services, and toll-

free numbers with adequate TTY/TTD and interpreter capability. 

2. Communicate in the customer's preferred language and preferred 

communication method, maintaining compliance with: 

a. RCW 74.04.025 Bilingual services for non-English-speaking 

applicants and recipients. 

b. DSHS AP 07.20 Communication Access for Persons Who Are 

Deaf,  

c. DeafBlind, Hard of Hearing, Late Deafened, DeafDisabled  

d. and/or Speech Disabled 

e. DSHS AP 7.02 Equal Access to Services for Individuals with 

Disabilities. 

f. DSHS AP 7.21 Access to Services for Clients who are Limited 
English Proficient.  

g. DSHS AP 14.10 Accessible Meetings.  

h. DSHS AP 18.81 Nondiscrimination in Direct Client Services.  

https://www.dshs.wa.gov/office-of-the-secretary/ada-coordinator
https://www.dshs.wa.gov/office-of-the-secretary/ada-coordinator
https://app.leg.wa.gov/rcw/default.aspx?cite=74.04.025
https://stateofwa.sharepoint.com/:b:/r/sites/DSHS-EXE-OJCR/Administrative/DSHS-AP-07-20.pdf?csf=1&web=1&e=MD06rH
https://stateofwa.sharepoint.com/:b:/r/sites/DSHS-EXE-OJCR/Administrative/DSHS-AP-07-02.pdf?csf=1&web=1&e=9jn1dp
https://stateofwa.sharepoint.com/:b:/r/sites/DSHS-EXE-OJCR/Administrative/DSHS-AP-07-21.pdf?csf=1&web=1&e=rNC375
https://stateofwa.sharepoint.com/:b:/r/sites/DSHS-EXE-OJCR/Administrative/DSHS-AP-14-10.pdf?csf=1&web=1&e=w69VBs
https://stateofwa.sharepoint.com/sites/DSHS-EXE-OJCR/Administrative/Forms/AllItems.aspx
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E. Upon receiving a community relations complaint or grievance from the 

DSHS Community Relations Team, or via the DDA Grievance System 
email inbox, public website portal, mail, or phone, the DDA HQ 

Grievance Team will: 

1. Receive, acknowledge, and review the concern within two business 

days of receipt. If a community relations complaint or grievance 
exists, enter the case into the DDA Grievance System. 

2. If a community relations complaint or grievance does not exist, 
refer the customer to the appropriate resource or process to handle 

their concern, such as administrative hearings, intake and eligibility, 

the exception to rule process, Social Security, the Health Care 
Authority, or other DSHS services. 

3. Assign the case to the applicable DDA regional point of contact 
(POC) to be resolved at the lowest level of the administration if 

possible.  

4. Provide summary details in the case assignment on actions needed 

to address the concern. These may include:  

a. Identifying potential conflicts of interest that may arise, such 

as concerns pertaining to case managers or other field staff, so 
that these same staff are not assigned to directly work on 

resolution of the issue.  

b. Identifying when the person submitting a complaint or 

grievance is not the client, so that field staff may first obtain 
consent from the client or their AREP prior to communicating 

with others outside of DSHS about the issue. 

c. Timelines associated with resolving the issue, if applicable. 

F. Upon receiving a case assignment from the DDA HQ Grievance Team 

through the DDA Grievance System, the regional POC or designee must: 

1. Acknowledge receipt of the case assignment and designate the 

regional employee(s) responsible for timely follow-up. 

2. Provide a summary of the regional response and resolution status in 

the DDA Grievance System.  
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3. Ensure regional resolution of the case occurs within the following 

mandated timeframes: 

a. For grievances: Within 75 calendar days of case receipt, or 

within a maximum of 104 calendar days if a formal extension is 
authorized and documented in the DDA Grievance System. 

b. Community relations complaints: Within the specific deadline 
designated in the case assignment, if applicable.  

Note: If a case assignment from the DDA Grievance System indicates 
the case is a grievance as defined in this policy, the regional 

employee(s) assigned to resolve the case may not be involved in any 

previous level of review or decision-making related to the grievance 
nor a subordinate of any such individual. 

G. For a community relations complaint or grievance received through the 
DDA Grievance System regarding: 

1. A Residential Habilitation Center (RHC), the DDA HQ Grievance 
Team will send the case to the Superintendent, Program Area Team 

Director, or a designee, who must identify an employee responsible 
for responding in accordance with DDA State Operated Programs 

Policy 12.03 Client Grievances.  

2. A State Operated Community Residential (SOCR) program, the DDA 

HQ Grievance Team will send the case to the applicable regional 
POC.  In addition, the case may be sent to the SOCR Director for 

review, tracking, and resolution. The SOCR program’s response 
must be in accordance with SOCR SOP 204.02, Client Rights and 

Grievances.  

3. Lake Burien Youth Transitional Care Facility (YTCF), the DDA HQ 
Grievance Team will send the case to the Executive Officer or 

designee, who must identify an employee responsible for 
responding in accordance with the facility Standard Operating 

Procedure SOP 12.01, Youth Grievances.  

https://www.dshs.wa.gov/dda/policies-and-rules/policy-manual
https://www.dshs.wa.gov/dda/policies-and-rules/policy-manual


Policy - 5.03 Grievances, Community Relations 
and Government Inquiries 

DDA Policies and Procedures Manual 

 

Page 8 of 13 Return to Table of Contents Last revised: 7/2026 

 

Government Inquiries 

A. For legislative or governor’s inquiries regarding DDA, employees must 
follow AP 8.11.  All government inquiries received directly by DDA 

employees should be forwarded to DSHS Community Relations at 
askdshs@dshs.wa.gov. 

1. Government inquiries received from DSHS Community Relations will 
be routed to the DDA HQ Grievance Team, who will:  

a. Review and assign the case to the applicable DDA POC or 
designee within two business days of receipt, along with any 

response timeframes. 

b. Receive follow up actions from the field if applicable and enter 
them into the DDA Grievance System.  

2. DDA POCs or designees must: 

a. Provide acknowledgement through the DDA Grievance System 

that the case assignment has been received.  

b. Contact the customer directly using the customer’s preferred 

contact method and explain the contact is related to their 
government official’s inquiry. 

c. Ensure consent from the DDA client or their AREP has been 
obtained prior to sharing confidential information with anyone 

outside of DSHS.  However, consent is not required when 
responding to official requests or inquiries from the Governor’s 

Office regarding DSHS programs. 

d. Provide a response to the case assignment within timeframes 

described above in Procedures A–D, or as identified by the DDA 

HQ Grievance Team in the case assignment. 

B. Direct contact with government officials regarding DDA client inquiries 

should only occur through designated DDA or DSHS staff.  Employees 
should consult with their supervisors or send any questions or concerns 

regarding communication with government officials to the DSHS 
Community Relations manager.     

https://stateofwa.sharepoint.com/sites/DSHS-EXE-OJCR/Administrative/DSHS-AP-08-11.pdf?CT=1774283993497&OR=ItemsView
mailto:askdshs@dshs.wa.gov
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DDA Headquarters Quality Assurance Responsibility 

A. The DDA HQ Grievance Team will: 

1. Conduct routine data integrity audits to monitor program health and 

to ensure DDA Grievance System records capture all federally and 
state-mandated requirements. 

2. Perform monthly timeframe compliance tracking within the 
electronic platform to ensure that grievances are resolved within 

federally mandated timeframes. 

3. Audit case records monthly to verify that field staff resolution 

follows DDA policy requirements and procedural guidance.  

4. Identify issues and trends and implement individual or systemic 
corrections for any issues found, which may include providing 

training and technical assistance to staff or providers. 

5. Provide DDA leadership with quarterly aggregated metrics and 

trend reports to satisfy federal monitoring requirements and guide 
systemic improvements.   

Exceptions 

Any exception to this policy must have the prior written approval of the 

Deputy Assistant Secretary or designee. 

Authority and Resources 

Authority 

42 CFR 483.10(J) Grievances 

42 CFR 441.301(c)(7) Grievance System 

WAC 388-825-120 When may I appeal a decision made by the 
Developmental Disabilities Administration? 

WAC 388-825-168 How do I complain to DDA about my services or 
treatment?  

WAC 388-823-1095 What are a person’s rights as a DDA client or 
eligible person? 

https://www.ecfr.gov/current/title-42/chapter-IV/subchapter-G/part-483/subpart-B/section-483.10
https://www.ecfr.gov/current/title-42/part-441/subpart-G#p-441.301(c)(7)
https://app.leg.wa.gov/WAC/default.aspx?cite=388-825-120
https://app.leg.wa.gov/WAC/default.aspx?cite=388-825-168
https://app.leg.wa.gov/wac/default.aspx?cite=388-823-1095


Policy - 5.03 Grievances, Community Relations 
and Government Inquiries 

DDA Policies and Procedures Manual 

 

Page 10 of 13 Return to Table of Contents Last revised: 7/2026 

 

Chapter 388-825 WAC Administrative Hearings 

RCW 71A.10.050 Appeal of department actions—Right to. 

RCW 71A.26.030 Client Rights- Notification 

Reference 

DSHS Administrative Policy 5.01  Privacy Policy – Safeguarding 

Confidential Information 

DSHS Administrative Policy 5.02  Public Records Requests  

DSHS Administrative Policy 7.02  Equal Access to Services for Individuals 
with Disabilities 

DSHS Administrative Policy 7.21 Access to Services for Clients who are 

Limited English Proficient 

DSHS Administrative Policy 8.11 Complaint Resolution and Response 

Standards 

DSHS Administrative Policy 14.10  Accessible Meetings 

DSHS Administrative Policy 14.18 E-Mail and Voicemail Responses and 
Teams Backgrounds 

EXECUTIVE ORDER 25-06 Service Delivery 

DDA Policy 3.01 Service Plans 

DDA Policy 5.13  Protection from Abuse: Mandatory 
Reporting 

DDA Policy 5.07 Planned Action Notice 

DDA Policy 12.03  Client Grievances 

DDA Policy 13.01  Public Disclosure of Records and 
Safeguarding of Confidential 

Information 

Definitions 

Acknowledge:  Communicating to the customer that their complaint, 

dispute or grievance was received, will be addressed, and if necessary, 
inform them of a date when an additional response can be expected. 

https://app.leg.wa.gov/wac/default.aspx?cite=388-825
https://app.leg.wa.gov/RCW/default.aspx?cite=71A.10.050
https://app.leg.wa.gov/RCW/default.aspx?cite=71A.26.030
https://stateofwa.sharepoint.com/sites/DSHS-EXE-OJCR/Administrative/Forms/AllItems.aspx?viewid=f4f7ddef%2D2afd%2D45a7%2Db63b%2D2d363e71346a&id=%2Fsites%2FDSHS%2DEXE%2DOJCR%2FAdministrative%2FDSHS%2DAP%2D05%2D01%2Epdf&parent=%2Fsites%2FDSHS%2DEXE%2DOJCR%2FAdministrative
https://stateofwa.sharepoint.com/sites/DSHS-EXE-OJCR/Administrative/DSHS-AP-05-02.pdf?CT=1774282039601&OR=ItemsView
https://stateofwa.sharepoint.com/sites/DSHS-EXE-OJCR/Administrative/DSHS-AP-07-02.pdf?CT=1774282382890&OR=ItemsView
https://stateofwa.sharepoint.com/sites/DSHS-EXE-OJCR/Administrative/DSHS-AP-07-21.pdf?CT=1774283889849&OR=ItemsView
https://stateofwa.sharepoint.com/sites/DSHS-EXE-OJCR/Administrative/DSHS-AP-08-11.pdf?CT=1774283993497&OR=ItemsView
https://stateofwa.sharepoint.com/sites/DSHS-EXE-OJCR/Administrative/DSHS-AP-14-10.pdf?CT=1774284720081&OR=ItemsView
https://stateofwa.sharepoint.com/:b:/r/sites/DSHS-EXE-OJCR/Administrative/DSHS-AP-14-18.pdf?csf=1&web=1&e=Jgfbrr
https://governor.wa.gov/sites/default/files/exe_order/25-06_YourWashington%20%28tmp%29_0.pdf
https://www.dshs.wa.gov/sites/default/files/DDA/dda/documents/policy/policy3.01.pdf
https://www.dshs.wa.gov/sites/default/files/DDA/dda/documents/policy/policy5.13.pdf
https://www.dshs.wa.gov/sites/default/files/DDA/dda/documents/policy/policy5.07.pdf
https://www.dshs.wa.gov/dda/policies-and-rules/policy-manual
https://www.dshs.wa.gov/sites/default/files/DDA/dda/documents/policy/policy13.01.pdf
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Appeal:  To request an administrative hearing to dispute any decision by 

the Department that denies, reduces, or terminates the client’s eligibility, 
services, or choice of provider as defined in federal Medicaid law and state 

public assistance law. Appeals are subject to the administrative hearing 
process. 

Authorized Representative (AREP):  A person or entity with legal 
authority to act on a person's behalf, or a person to whom the client has 

given consent to receive information and communicate with the Department 
regarding government inquiries, grievances or complaints. This includes 

guardians acting within the scope of their guardianship orders, agents acting 

within scope of a power of attorney, or other people or entities acting with 
authority under applicable state law.   

Case Assignment:  A referral from the DDA Grievance system to a field 
services employee designated as responsible for assigning, managing, or 

resolving a government inquiry, grievance, or community relations 
complaint. 

Case Manager:  The DDA case resource manager or social worker assigned 
to manage the case of a DDA client. 

Community Relations Complaint:  A customer’s expression of 
dissatisfaction with DSHS service delivery for which the customer clearly 

requests a response or resolution. 

Customer:  People receiving services, their family members, advocates, 

members of the public, elected officials, and businesses contacting DSHS 
with a grievance or community relations complaint.  This does not include 

vendors, contractors, or suppliers. 

Dispute:  A disagreement from a client, or the client’s legal representative 
about any decision by the Department that denies, reduces, or terminates 

the client’s eligibility, services, or choice of provider as defined in federal 
Medicaid law and state public assistance law. These disputes may be 

appealed through the administrative hearing process. Dispute also means a 
disagreement from a client, or the client’s legal representative, about any 

decision by the Department about services that have been requested or 
authorized through an exception to rule (ETR) which have been denied, 

reduced, or terminated. These disputes are addressed by the ETR 
committee.  
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Escalate:  Sending a complaint or grievance case to the next level in the 

field services regular chain of command, to a designee, or to HQ for review. 

Government Inquiry:  An official complaint, request for information, case 

clarification, or constituent assistance submitted to a state agency by an 
elected official or their designated staff. 

Grievance:  An expression of dissatisfaction or complaint related to the 
state or a provider’s performance of person-centered service planning and 

service plan requirements, and home and community-based settings 
requirements, regardless of whether the customer requests remedial action. 

Point of Contact (POC):  Designated DDA field services staff responsible 

for receiving grievance and complaint case assignments from HQ, working 
with field staff as needed, and overseeing resolution. 

Resolution:  The outcome reached after reviewing a grievance or 
community relations complaint, providing a solution, and closing the case in 

the DDA Grievance System.  In some instances, state laws, regulations, or 
rules may prevent complete satisfaction or full resolution as requested by 

the customer. 

Retaliation:  Any adverse, harmful, or negative action taken against a 

person because they filed or attempted to file a complaint or grievance. 
Service providers, staff, or other parties must not engage in negative actions 

of any kind, such as threats, intimidation, reducing or terminating services, 
or otherwise penalizing a person for exercising their right to file a complaint 

or grievance. 

Services:  DDA supports available to people who meet DDA eligibility 

requirements. 

Service Delivery:  Performance of job duties or interaction as a DDA 
employee involving supports available to people who may meet DDA 

eligibility requirements, or information to customers. 

Youth Transitional Care Facility:  Voluntary residential treatment facility 

offering specialized treatment for suitable youth. 
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Supersession 

DDA Policy 5.03 Client Complaint Resolution and Response Standards 
Issued:  July 1, 2024 

Revision History 

Date Made by Change(s) 

7/2026 Neal Hallmark  Changed to new format and included 

reference to Grievance System and 
process to receive and assign cases. 

 

 

Approved: _____________________________ Date: ________________ 

Dana Phelps, Interim Assistant Secretary,  

Developmental Disabilities Administration 

7/17/2026


