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8.0 Flowcharts 
I. Complaint Investigation: Step One 
 

Gather the 
Complainant 

Information and 
complete Section I A 

of the Complaint 
Form 

Does the client 
have an 

impairment 
that prevents 

interactive 
data 

collection? 

 
No, complete the 

form with the 
client 

 
Yes, obtain assistance and re-schedule intake with the 

client so that necessary accommodations modalities have 
been obtained (translator, assistance for the hearing/ 

visually/intellectually disabled 
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8.0 Flowcharts 
I. Complaint Investigation: Step Two 
 

 
Ask the client if this 

information may be shared 
with persons who have a 

business interest for 
reporting and follow-up 

No, document the “No” statement 
and only use redacted information 

for any reporting and no PHI 

Yes, move forward to Intake I B. 
Agency/Person who is subject of the 

complaint 
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8.0 Flowcharts 
I. Complaint Investigation: Steps Three & Four 
 
 
 
 
 
 
 

 
     Complete Section I B 

 
       Complete Section I C 
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8.0 Flowcharts 
I. Complaint Investigation: Step Five A 
 
 
 
 
 
 
 

Other: Gather information, conduct necessary 
research, go to #5, Section II C, and complete. 
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8.0 Flowcharts 
I. Complaint Investigation: Step Five 

Go to Section II A. 
Complaint 

 

Gather information for numbers 1-3 in 
this section 

 
Identify the type of complaint(s) 

If discrimination 
complaint, gather 
information and 

research 

If yes, determine if 
the client wants to 

report or have 
DCHHS investigate 

the complaint 

If DCHHS reports, then document 
the reporting, inform the client, go 

to step 5, and complete the 
complaint form 

If the client 
reports, direct 
them to the 

website 

 

Does the client 
want this 

reported to 
OCR? 

 
Go to step 5 and 

complete the 
complaint form 

If confidentiality 
violation: Gather 
information and 

consult DCHHS and 
DSHS policies to 
determine any 

violations 

If Violation of 
DCHHS policy: 

Gather information 
and then review the 
policy; when done, 

go to step 5A 

 
If lack of access: 

Assess lack of access 
and go to step 5A 

 
If denial of services: 
Assess the reason 

for denial of services 
and go to Step 5A 
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8.0 Flowcharts I. Complaint Investigation: Step 5 (IF) 

Gather 
information 
and contact 

DSHS to 
determine if 
there was a 

violation. 

Go to step 5 and 
complete and sign 

section II 

 
If violation of DSHS policy/procedure 

 
 

 
Go to Section 

II B of the 
Complaint 
Form and 

report via the 
phone or 

online based 
on emergent 
need status 

 
If violation of DSHS policy/procedure 

 
A-C complete; 
update #5 and 

complete Section II 

 
 

Non-emergent 
online 

 
 

Emergent call 

 
 

Emergency: Call 911 
and then go to “C.” 
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II. Complaint Resolution: Steps One and Two 
 
 
 
 
 
 
 
 
 

1. Complaint investigation 
completed and documented 

2. The client verbalizes the 
desired outcome and is recorded 

by DCHHS staff 
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8.0 Flowcharts 
II. Complaint Resolution: Step Three 

DCHHS staff 
develop 

a timeline for 
complaint resolution 

Submit the timeline to the 
client for approval (The 

deadline for submission and 
approval is two weeks). If the 
client approves the timeline 

 
DCHHS staff updates 

the client on the 
status (midpoint in 

the timeline) 

 
Copy of approved 

timeline to involved 
parties 

 
Copy of approved 

timeline to 
supervisor at DCHHS 

 
DCHHS staff works 

with the client and 
involved parties to 
achieve a resolution 

 
The client does 
not approve of 
the timeline 

 
 

Rejoin the process 

 
DCHHS staff make 

revisions and 
submits them to the 

client 
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No, inquire if the 
client wants the 
issue moved to 

escalation 

No, determine if the 
client wants the 

issue closed out or a 
meeting with 

DCHHS to discuss 
the next steps. Go 
back to complaint 

resolution 

 
Yes, move to 

escalation; go to the 
flowchart for 

escalation 

8.0 Flowcharts 
II. Complaint Resolution: Step Four 
 
 

Was the complaint 
resolved? 

Yes, the 
complaint was 
resolved as per 

plan and or 
client 

satisfaction 

No, the 
complaint was 
not resolved as 
per plan and 

or client 
satisfaction 

 
 

Document the 
resolution 

 
 

Yes, move to 
complaint closeout 

 
 
 

Did the 
resolution 
meet the 
client’s 
needs? 

 

DCHHS, 
Subrecipient, 

outside agency 
document cause 

Does the client want 
this complaint 

elevated? Yes, go to 
Complaint 
escalation 
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8.0 Flowcharts 
III. Complaint Escalation: Step One 

 
 
 

The client verbalized dissatisfaction with the outcome of the complaint resolution and 
wanted it elevated to the next level. 

Violation of 
DSHS 

 

Report to DSHS 
(obtain client 
okay to share 
information) 

 
Communicate the 

outcome to the 
client 

 
 

Follow 
DHHS 
process 

 
Is the client 

satisfied with 
the outcome? 

Client pursues the 
DSHS complaint 

process and 
notifies DCHHS 
of the outcome 

 
 

If client is not 
satisfied: 

 
 

Go to closeout 

 
 

If yes, move to 
closeout 
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8.0 Flowcharts 
III. Complaint Escalation: Step Two 

 

 
 
 
  

The client verbalized dissatisfaction with the outcome of the complaint resolution and 
wanted it elevated to the next level. 

Violation of 
DCHHS 

 

Report internally 

 
Communicate the 

outcome to the 
client 

 
 

Follow 
DCHHS 
process 

 
 

Is the client satisfied 
with the outcome? 

 
 

If client is not 
satisfied: 

 
DCHHS staff ask 
the client if they 
want to escalate 

 
Go to closeout or 

escalation and 
follow the steps for 

each type 

 
 

If yes, move to 
closeout 
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8.0 Flowcharts 
III. Complaint Escalation: Step Three 

 
 
 
 

Acute Care 
 

Report to Texas 
Health and Human 

Services 

 
Client/staff 

communicate the 
outcome 

 
Follow 
HHSC 
process 
(staff/client) 

 
 

Is the client satisfied 
with the outcome? 

 
 

If client is not 
satisfied: 

Client follows the 
HHSC complaint 

process and notifies 
DCHHS of the 

outcome 

 
 

Go to closeout 

 
 

If yes, move to 
closeout 

The client verbalized dissatisfaction with the outcome of the complaint resolution and 
wanted it elevated to the next level. 
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8.0 Flowcharts 
III. Complaint Escalation: Step Four 
 

 
 
 

The client verbalized dissatisfaction with the outcome of the complaint resolution and 
wanted it elevated to the next level. 

Civil Rights (Federal 
Office of  Civil 

Rights - 
OCR) 

Report on behalf of 
the client or provide 

the client with 
agency contact 

information 

 
Client/staff 

communicate the 
outcome 

 
 

Follow OCR process 
(staff/client) 

 
 

Is the client satisfied 
with the outcome? 

 
 

If client is not 
satisfied: 

Client follows the 
OCR complaint 

process and notifies 
DCHHS of the 

outcome 

 
 

Go to closeout 

 
 

If yes, move to 
closeout 
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8.0 Flowcharts 
III. Complaint Escalation: Step Five 
 

 
 
 
 
 

The client verbalized dissatisfaction with the outcome of the complaint resolution and 
wanted it elevated to the next level. 

Housing (Federal 
Office of Housing 

and Urban 
Development-HUD) 

Report on behalf of 
the client or provide 

the client with 
agency contact 

information 

 
Client/staff 

communicate the 
outcome 

 
 

Follow HUD process 
(staff/client) 

 
 

Is the client satisfied 
with the outcome? 

 
 

If client is not 
satisfied: 

Client follows the 
HUD complaint 

process and notifies 
DCHHS of the 

outcome 

 
 

Go to closeout 

 
 

If yes, move to 
closeout 
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8.0 Flowcharts 
III. Complaint Escalation: Step Six 

 
 
 
 

The client verbalized dissatisfaction with the outcome of the complaint resolution and 
wanted it elevated to the next level. 

Discrimination (US 
Department of Justice) 

Report on behalf of 
the client or provide 

the client with 
agency contact 

information 

 
Client/staff 

communicate the 
outcome 

 
Follow US 

Justice process 
(staff/client) 

 
 

Is the client satisfied 
with the outcome? 

 
 

If client is not 
satisfied: 

Client follows the US 
Justice complaint 

process and notifies 
DCHHS of the 

outcome 

 
 

Go to closeout 

 
 

If yes, move to 
closeout 
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8.0 Flowcharts 
IV. Complaint Closeout: Steps One through Six 
 
 

 

 
 
DCHHS staff signs 

off on report 

The client signs off 
that case is resolved 
and will be closed 

out, the actual 
signature, electronic 

or attestation 

Complete the 
report, and check 
for spelling and 

accuracy. Submit to 
supervisor for 

review 

 
Final report is stored 

per guidelines for 
storing/filing 

documents with PHI 

If the client 
approves, the report 
with the outcome is 

shared with 
interested parties 

(DSHS or 
subrecipient) 

 
Send client 

complaint closeout 
letter (to the 

address client 
determines to be 
appropriate, for 
example, not to 

violate 
confidentiality send 

the letter to the 
case manager; see 
the standard letter 

in organization files. 
The letter is filed 

with the final report 
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8.0 Flowcharts 
IV. Complaint Closeout 
Step Seven (Optional) 
 
 

 

The team conducts an After-Action-Review 
(AAR), discusses lessons learned and 

strategies to prevent a re-occurrence of the 
issue, for example, policy changes, process 

changes, provide technical assistance 

 
Meeting notes and 

the outcome may be 
part of DCHHS 

CQM 

 
 
 
 
 
 
 
 
 
 
 
 
 
 

On a scale of 1 to 5, with one (1) as the 
lowest level of your satisfaction and five 

(5) as the highest, how satisfied were 
you with how DCHHS handled your 

complaint? 

 

Conduct a client survey of the    
complaint process 

On a scale of 1 to 5, with one (1) as the 
lowest level of your satisfaction and five 

(5) as the highest, how satisfied were 
you with how you were treated during 

the process? 

 
On a scale of 1 to 5, with one (1) as the 
lowest level of your satisfaction and five 

(5) as the highest, how satisfied were 
you with the ease of filing a complaint? 

 

This survey may be 
part of the 

DCHHS CQM 


