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2 South Main Street 2nd Floor Pleasantville, NJ 08232
Telephone: 609.485.0153	Fax: 609.485.0067


Policy Resolution #7  2025
Unified Complaint Policy and Procedure for Customers (Updated)
PURPOSE
The Atlantic County Workforce Development Board is the Governor’s chosen administrative entity for the Workforce Innovation and Opportunity Act in Atlantic County.  As the Grant recipient, the Atlantic County Workforce Development Board (WDB) assures that a grievance procedure has been established for resolving any complaint and/or grievance filed against the Atlantic County’s One Stop Career Center, a proud partner of the American Job Center, in the administration of programs operated and funded under the Workforce Innovations & Opportunity Act (WIOA).
BACKGROUND 
WIOA requires each local area, state, outlying area, and direct recipient of funds under Title I of WIOA to establish and maintain a procedure for participants and interested parties to file grievances and complaints alleging violations of WIOA requirements. As detailed in NJWIN WD-PY22-9, this is to be a unified procedure that the Atlantic County One Stop Career Center management and staff follow to publicize, document, and process complaints alleging: 
• Discrimination by Job Center staff 
• WIOA violations 
• Actions or omissions by the Employment Service (ES) staff or Career Services staff
• Complaints from customers placed into On-the-Job Training programs 

In addition, complaints from customers referred to employers who are allegedly in violation of labor standards. Complaints lodged by Migrant and Seasonal Farmworkers are to be treated as ES-related complaints regardless of how the worker found the job.

PROCEDURE

Employment Services and Career Services staff must respond to all customer complaints utilizing WD-PY22-9, the Unified Complaint Procedure, established by the New Jersey Department of Labor.  The link to this policy can be found here:
WD-PY22-9 Complaint Procedure (March 2023).pdf


COMPLAINT PROCEDURE GUIDELINES FOR PARTICIPANTS 
The Atlantic County One Stop Career Center is dedicated to providing all of our customers with the training and services needed to obtain employment. (Please note this is not the same as the vendor grievance process.) The One Stop Career Center is firmly committed to equal employment opportunity in all aspects of our program. No agency or person connected with training or employment can discriminate against the customer because of race, color, sex, national origin, age, religion, citizenship, handicapped status, political affiliation, or belief. As a participant in the One Stop Career Center program, participants have the right to make a complaint or file a grievance about: 
• Any discriminatory practices as stated above. 
• Programs or activities 
• Violations of the Workforce Innovations & Opportunity Act (WIOA), grant or other agreements under the WIOA.

For all complaints and grievances related to these incidents and services listed above, the customer must notify the current counselor of the complaint within specified time frames.  If the complaint cannot be resolved by the assigned counselor, the counselor will refer the aggrieved customer to the supervisor.  If the supervisor is unable to obtain relief and satisfaction for the customer, the complaint can then be appealed to the Complaint Specialist for further review.  The Complaint Specialist must receive a written complaint from the customer, (ETA 8429 One Stop Customer Complaint Form) .  The Complaint Specialist will attempt to resolve the complaint by speaking with the customer and mediating a resolution on the local level.  If the complaint cannot be resolved by the Complaint Specialist, it will be referred to the New Jersey Department of Labor for final determination.  

Both of these processes and all other grievance procedures will follow the instructions found in WD-PY22-9 Complaint Procedure (March 2023).pdf

References:
WD-PY22-9
WIOA Final Rules, 20 CFR 683.600
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