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We will train our staff to understand that differentiating between the categories of complaint, 
grievance, and fair hearing is as critical as their timely resolution. We will establish training 
and detailed procedures for our staff to follow so that regardless of how a complaint, 
grievance, or fair hearing is received it is handled correctly and timely. Our procedures are 
designed with the client as a central focus.  
At a high level, our intake process will begin by gathering all issues and concerns from the 
caller and entering the information into the state eligibility system. Our staff will attempt to 
resolve or de-escalate the issues or concerns presented and provide education to the caller 
on determinations, program policies and/or processes as needed. This will allow us to 
elevate the client experience and deliver added operational value to DFR by having fewer 
complaints, formal grievances, and labor-intensive appeals. 
If the eligibility specialist cannot satisfactorily resolve the issue at the time of the call, he or 
she will classify the call according to State policy. The team will identify and triage the issues 
to ensure the appropriate process and timeframes are adhered to. 
For complaint handling, we will follow proven processes that we successfully use in multiple 
call centers: 
 An RCC supervisor will handle client complaints and will document the issue in IEDSS, 

including any actions taken to resolve the issue.  
 We will notify DFR of the complaint and email a full report to the DFR Executive Office 

email address no later than one business day of the client complaint. 
 DFR will have access to complaint reporting data that we receive from Cognos to show 

all client complaints that resulted in disciplinary action or remedial training of RCC staff. 
Maximus will also help DFR accurately adjudicate appeals from clients and applicants 
contesting eligibility and benefit-status decisions by the State using the following process. 
 Upon receipt of the appeal request, the eligibility specialist will perform a case review to 

verify if the eligibility determination was correct and compile the necessary information 
and documentation to support the determination.  

 The eligibility specialist will then contact the appellant to arrange for a pre-hearing 
conference during which we will discuss the client’s issues and explain the various factors 
that drove the eligibility decision. 

− If appropriate, we will offer the client alternative means to resolve their issue, such as 
reapplying or applying for a different program. In many cases, we may be able to 
resolve the client’s concerns through education and clear articulation of all relevant 
eligibility factors that were applicable to the client’s individual circumstances.  

− If we can successfully mitigate the appeal, our eligibility specialist will document the 
details and outcome of the pre-hearing conference in IEDSS. 

− If the client would still like to move forward with an appeal, our eligibility specialist will 
outline the appeals and hearings process, including processing timeframes and what 
is required from the client.  

 The eligibility specialist will explain that all appeal requests must be submitted in writing 
via mail, fax, or hand delivery to a Local Office, and that the request must be received 
within 33 days from the date of the action or issue being appealed. 
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 Eligibility specialists will administer all hearings and appeals processes in accordance 
with the following requirements: 

− Receive and examine all appeal requests and update the system within two business 
days of receipt of request.  

− An eligibility specialist will thoroughly examine each case to verify that appeals 
requests are received less than 33 days after an eligibility decision.  

− If the appeal arrives less than 33 days after an eligibility decision, staff will reinstate 
benefits, per client request, by the effective date of the adverse action, pending 
approval of continued benefits by a SEC. 

− Verify the accuracy of all information, correct any errors and deficiencies, forward the 
appeal to the State Hearings and Appeals Office, and send notice to the client 
acknowledging receipt of the appeal and, if necessary, a statement indicating the 
hearing date. 

− Research and compile all necessary information to develop evidence packets. This 
will include collecting screenshots, documents sent to and received from the client, 
and notes from the Maximus-facilitated pre-hearing conference(s), into a single PDF 
document to support the fair hearing.  

− The eligibility specialist will gather and organize information for evidence packets 
making certain that the documentation includes the dates of all relevant contacts and 
transactions, recheck eligibility requirements, and conduct pre-hearing conferences 
within 10 days of receipt of the hearing request. 

− Present the State’s case at any hearing.  
− Once a decision is issued, we will update the case file and enforce any actions within 

five business days. 
− If the eligibility specialist discovers that an incorrect adverse action occurred to an 

individual’s eligibility or benefits status, they will immediately take corrective measures 
to address the issue.  
• The appellant and the State Hearings and Appeals Office will be promptly notified 

in writing that the incorrect action is being withdrawn or rescinded 

RCC hearings and appeals eligibility specialists will schedule, facilitate, and participate in all 
hearings by telephone. Our detailed workflow processes are depicted in Exhibit G.4.0.3-1: 
Process for Hearings and Appeals, Step 1 and Exhibit G.4.0.3-2: Process for Hearings and 
Appeals, Step 2 on pages 4-14 and 4-15 of our proposal response. 

9. On page 180 of your Technical Proposal, Exhibit G.4.7-1 shows a Policies and Procedures Lead, as well 
as Policies and Procedures Associates. Given that the State will manage policies and procedures, what 
role will this group of individuals play? 

Maximus understands that the State will create and manage all policies and procedures and 
that anything created by the Maximus team will require review and approval by DFR prior to 
use on the project.  

 
   




















