All vendors contracting to provide CCS services starting in January 2026 will be required to have a practice in place to address any client grievances using an informal process.  Vendors may use the WRIC developed Informal Resolution Form or have one of their own that includes minimally the steps designate on the WRIC Resolution Form or as approved by Division of Quality Assurance (DQA)  for licensed programs.  Informal Grievance Resolution Reporting requirements are provided below.
The Provider shall maintain a process for addressing client grievances in accordance with Wis. Admin. Code ch. DHS 94. If a client grievance is resolved informally, the Provider shall:
1. Document the concern, steps taken to resolve it, and the outcome, including whether the client was satisfied with the resolution.
2. Report all informal grievance resolutions to La Crosse County CCS Supervisors, should be submitted within 30 days of completion of the resolution
3. Include in the report: 
· Client identifier (non-identifiable if required for confidentiality)
· Date the concern was raised and resolved
· Nature of the concern
· Summary of resolution steps
· Outcome and client satisfaction status
4. Retain all documentation for a minimum of [ 7 years]. 
5. If a resolution is unable to occur the vendor agency shall provide the consumer with a copy of client’s rights from the county of La Crosse to follow those next steps as needed.  
**Failure to report informal grievance resolutions as required may be considered a breach of contract and subject to corrective action, up to and including contract termination.
As a reminder: 
All Comprehensive Community Services (CCS) agencies and staff must complete training on DHS 94 – Client Rights as part of the required CCS orientation. Time spent reviewing an agency’s specific procedures for handling client rights and the grievance process may be documented and counted toward total orientation training hours.



