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	DEPARTMENT OF HEALTH SERVICES
Division of Long Term Care
F-01205F (09/2015)
	STATE OF WISCONSIN

	IRIS PARTICIPANT EDUCATION: COMPLAINTS AND GRIEVANCES

	INSTRUCTIONS:
	This form is to be used as acknowledgement of compliance with IRIS program participant education. Completion of this form is not required through Wisconsin State Statute; however, completion of this form is an IRIS program requirement. The IRIS consultant must also acknowledge the review of this form.

	NOTE:
	All paperwork must be maintained in the participant’s record and must be available for review upon request by DHS.

	IRIS policy protects your rights by having a process for you to express and resolve complaints about any IRIS matter.
When you are dissatisfied with how your IRIS consultant agency (ICA) or your fiscal employer agent (FEA) provides service to you, you may choose any of the options below:
· Make a complaint;
· File a grievance with your ICA or FEA; or
· File a grievance with the Department of Health Services.

	You may choose to use any of the options at any time; however, the Department of Health Services encourages you take the first step by talking directly to your IRIS consultant (IC), your ICA or your FEA.

	It should be noted that complaints and grievances should be filed with the agency with whom you are dissatisfied, or the Department of Health Services. For example, if you are frustrated with timeliness of payments to your participant-hired workers, you should make your complaint or file your grievance with your FEA. Or, if you are frustrated with the length of time it is taking for your IC to submit your budget amendment request, you should make your complaint or file your grievance with the ICA. The Department of Health Services will assist you with complaints and grievances regarding both your ICA and FEA.

	How Do I Make a Complaint?
If your complaint is regarding your IRIS consultant or IRIS consultant agency, you can address the problem directly with your IRIS consultant. If your IRIS consultant is unable to assist you, or if you feel more comfortable, report the problem directly to your IRIS consultant agency. If your IRIS consultant agency is unable to assist you, or if you feel more comfortable, report the problem directly to the Department of Health Services.

	If your complaint is regarding your fiscal employer agent, you can request assistance in resolving the problem from your IRIS consultant. If your IRIS consultant is unable to assist you, or if you feel more comfortable, report the problem directly to your fiscal employer agent. If your fiscal employer agent is unable to assist you, or if you feel more comfortable, report the problem directly to the Department of Health Services.

	If you have a general complaint about the IRIS program and your IRIS consultant agency or fiscal employer agent is unable to assist you, please contact the Department of Health Services.

	What Happens if I Make a Complaint?
Complaints can be resolved in person, over the phone, or through email. The representatives with your IRIS consultant agency, your fiscal employer agent, or the Department of Health Services will work with you to try to resolve your concern in an informal manner. You do not have to make a complaint before filing a grievance, but it is recommended that you have a conversation with the agency with which you are dissatisfied first. If the issue is not resolved, filing a grievance is another way to seek resolution.

	What is a Grievance?
A grievance is an official, documented way to file a complaint. A grievance can be filed verbally or in writing

	How Do I File a Grievance?
If you would like to file a formal grievance regarding your IRIS consultant or IRIS consultant agency, you must file the grievance with your IRIS consultant agency or the Department of Health Services.

	If you would like to file a formal grievance regarding your fiscal employer agent, you must file the grievance with your fiscal employer agent or the Department of Health Services.

	If you would like to file a formal grievance against the IRIS program in general, you must file the grievance with the Department of Health Services.

	You can file a grievance by doing the following:
· Request a copy of the grievance form from your IRIS consultant, ICA, FEA, or DHS;
· Download a copy of the grievance form from the DHS website; or
· Contact the appropriate agency with whom you would like to file your grievance using the contact information in the “Who Can Help Me?” section of this document and let them know you want to file a grievance.

	You can complete a grievance form yourself, or you can ask for assistance in completing it. You should ask to review the form if someone completes it on your behalf. The grievance form must be submitted to the agency with which you are filing the grievance.




	What happens if I file a grievance with my IRIS consultant agency or my fiscal employer agent?
A representative from the agency with whom you have filed your grievance contacts you to try to work together to develop an acceptable solution to the problem in a timely manner. 

	What happens if I file a grievance with the Department of Health Services?
You have the option to use the DHS grievance process at any time. When you file a grievance with DHS, a reviewer is assigned to your case and works with you and the agency with which you are dissatisfied in an effort to resolve the issue. Issues regarding participant-hired IRIS worker payments will be resolved within three (3) business days. All other grievances must be resolved within thirty (30) days.

	Can I file a grievance with DHS even if I already filed a grievance with an IRIS consultant agency or fiscal employer agent?
Yes. You can file a grievance with the Department of Health Services (DHS) and an ICA and/or FEA at the same time.

	Who can help me?
If you would like assistance with the complaint or grievance process, contact your IRIS consultant agency, fiscal employer agent, Department of Health Services, or Disability Rights Wisconsin at the contact information provided. Disability Rights Wisconsin is the ombudsman for IRIS participants between the ages of 18-59.

	To find the contact information for your ICA or FEA please visit https://www.dhs.wisconsin.gov/iris/directory.htm.

	DHS IRIS Grievances
Toll-free: 1-888-203-8338
Email: DHSIRISGrievances@wisconsin.gov

	Disability Rights Wisconsin (for persons ages 18-59):
www.disabilityrightswi.org

	Madison Office
131 W Wilson Street, Suite 700
Madison, WI 53703
Telephone: (608) 267-0214
Fax: (608) 267-0368
Toll-Free: 1-800-928 8778
TTY: 1-888-758-6049
	Rice Lake Office
217 W. Knapp Street
Rice Lake, WI 54868
Telephone: (715) 736-1232
Fax: (715) 736-1252
Toll-Free: 1-877-338-3724
TTY: 1-888-758-6049
	Milwaukee Office
6737 W. Washington Street, Suite 3230
Milwaukee, WI 53214
Telephone: (414) 773-4646
Fax: (414) 773-4647
Toll-Free: 1-800-708-3034
TTY: 1-888-758-6049

	Please ensure completion of signature page.




	My signature below indicates that my IRIS consultant has reviewed this entire document with me and I have had the opportunity to ask my IRIS consultant all of my questions. My signature also indicates that I understand the material above as presented to me. I understand that if I have questions regarding complaints and grievances in the future that I may address them with my IRIS consultant. 

	SIGNATURE – Participant
	Date Signed

	
	

	SIGNATURE – Guardian (If applicable)
	Date Signed

	
	

	My signature below indicates that I personally reviewed this document with the participant and/or guardian and provided them with the opportunity to ask questions.

	SIGNATURE – IRIS Consultant
	Date Signed

	
	

	Please check one of the following:

	[bookmark: Check4]|_| Initial Orientation

	[bookmark: Check5]|_| Annual Visit

	[bookmark: Check6]|_| Record Review Remediation



