
The Children’s Division (CD) is committed to providing high-quality, professional services to Missouri’s children and families. CD ensures access to a fair and impartial grievance process to address concerns related to licensure, case management decisions, and service delivery. 

Eligibility for a Service Delivery Grievance
[bookmark: _Hlk203034809]A service delivery grievance is a formal complaint regarding a perceived or actual issue with service delivery, employee conduct, or agency decision. A grievance may be any disagreement or complaint a youth, family member, or resource provider has with an employee or a contractor of the Children’s Division. Examples include, but are not limited to:
· Youth disagreement with placement recommendations made by the worker or Family Support Team
· Parent does not feel they are receiving services as provided for in the case plan
· Incorrect information relayed in court reports
· Visitation issues for incarcerated parents
· Cancellations of meetings/visits without notice
· Concerns about visitation frequency

Decisions addressed by other grievance procedures: (the forms below can be found on https://dss.mo.gov/cd/info/forms/) 
· Discrimination complaints (refer to DSS Policy 2-104)
· Alleged criminal conduct by staff (refer to the applicable Regional Director, who shall immediately notify the Division Director’s office)
· Child Abuse/Neglect investigation outcome disputes (refer to CD-255: Request to Re-Open Investigation)
· Court rulings, statutes, or legal appointments (GAL, Juvenile Officers, CASA, judges)
· Licensing denials/revocations (refer to Fair Hearing Process)
· Resource provider complaint about a case management decision regarding a child who is, or has been, placed in their care. A case management decision does not include a decision made by the family support team, adoption staffing team, a court of appropriate jurisdiction, or any matter that is the subject of litigation before a court of competent jurisdiction (refer to the Alternative Care Review Board [ACRB]). 
· Adoption or guardianship subsidy decisions to delay, deny, or modify the amount or type of the subsidy (refer to Fair Hearing Process). 

Who May File a Service Delivery Grievance:
· Adult family members currently receiving services or those whose services ended within the past 30 days
· Youth aged 12 years and older
· Children under 12 years of age, with support from a parent, guardian, resource provider, or Guardian ad Litem
· Resource providers, unaffiliated with contracted agencies to provide care. Note: resource providers whose case is managed through Foster Care Case Management (FCCM) must file their grievance through the individual FCCM process.
	
The Service Delivery Grievance process is designed to resolve complaints and disagreements at the most local level possible. The below protocol is to be utilized after all other efforts to resolve the issue or complaint have been exhausted, including solution-focused discussions with the worker, the supervisor, and other Family Support Team members.

Grievant Instructions: 
Complete Section I in its entirety and submit by email or mail to AskCD@dss.mo.gov or Attn: Lead Administrative Support Assistant, 205 Jefferson Street, 10th Floor, Jefferson City MO 65101. 




Section I: GRIEVANT REQUEST SECTION	

[image: Missouri State Seal]MISSOURI DEPARTMENT OF SOCIAL SERVICES
CHILDREN’S DIVISION
SERVICE DELIVERY GRIEVANCE (CS-131)


CS-131 (Rev.4/26)

FROM 
Grievant Name: 
Home Address: 
Residence County: 
Telephone Number: 

REGARDING
Child(s) Full Name(s): 
Identifier (SSN, DOB, or DCN): 


Grievant Complaint 
Briefly describe the situation and reasons for grievance in detail, including date(s), locations, names of those involved, and previous attempts to resolve the issue - Use additional paper if needed













☒Additional pages attached 

Grievant Signature: 
Date: 



Section II: Children’s Division Local Resolution (Level I)


CD Worker: 						CD Supervisor: 
Circuit Manager/ Designee (Describe actions taken to resolve grievance; Use additional paper if necessary.)
     







Decision:
Signature:
Date of Level One Determination:
A response is provided to the grievant within 15 business days of receipt of this form. 

_________________________________________________________________________________________________
GRIEVANT RESPONSE SECTION
If you (grievant) are dissatisfied with the Circuit Manager decision you may mark “I wish to appeal the above decision” and return this form and all attachments to Ask.CD@dss.mo.mo.gov  or Attn: Lead Administrative Support Assistant, 205 Jefferson Street, 10th Floor, Jefferson City MO 65101 within 15 business days of receiving the response.					
[bookmark: Check3]|_| I wish to Appeal the above decision
__________________________________________________________________________________________________
Section III:  Children’s Division Regional Review (Level II)
__________________________________________________________________________________________________GRIEVANCE#							DCN#
Regional Director/ Designee (Describe actions taken to resolve grievance. Use additional paper if necessary.)

     






Regional Director/ Designee Decision:
Regional Director/Designee Signature:
Date of Level II Decision: 
A response is provided to the grievant within 15 business days of receipt of this form. 
GRIEVANT RESPONSE SECTION
If you (grievant) are dissatisfied with the Regional Director decision you may mark “I wish to appeal the above decision” and return this form and all attachments to Ask.cd@dss.mo.gov or Attn: Lead Administrative Support Assistant, 205 Jefferson Street, 10th Floor, Jefferson City MO 65101 within 15 business days of the response.
|_| I wish to Appeal the above decision


Section IV:  Children’s Division Director Review (Level III)
GRIEVANCE#							DCN#
Division Director/ Designee (Describe actions taken to resolve grievance. Use additional paper if necessary.)
     





Division Director/ Designee Decision:
Division Director/ Designee Decision:
Date Level Three decision was made:      
A response is provided to the grievant within 15 business days of receipt of this form. 

Section III: GRIEVANT NOTIFICATION SECTION
The decision of the Children’s Division Director is considered the final decision.
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