Attachment B — Wake County Complaints and Appeals Policy

COMPLAINTS
Was there a problem with your transportation?

For a commendation or a complaint to be filed, the customer must call the GoWake Access Call Center
at (919) 212-7005 press option 4 or contact the Consumer Experience Management Team at 919-212-
7155. Complaints may also be filed online:
http://www.wakegov.com/humanservices/administration/Pages/HSComplaintForm.aspx

Complaints must be reported within 24-48 hours after the incidence. The representative will enter the
information into a database and distribute to the appropriate person. We appreciate any and all timely
feedback, with as much detail as possible.

The GoWake Access staff will follow up with the appropriate persons to correct and resolve the issue. The
customer will receive a phone call/letter verifying that the complaint was filed and what the corrective
measures are.

If dissatisfied with the resolution, then clients may appeal actions taken on complaint resolutions within
7 days of the date of the resolution notification by addressing the Transportation Manager in writing at
the address below. The appeal should include all relevant information.

GoWake Access Services
220 Swinburne Street
PO Box 46833
Raleigh, NC 27620-6833
Attn: Anita Davis, Transportation Manager

APPEALS

Complainant may appeal actions taken on complaint resolution within seven (7) days of date of resolution
notification by addressing the Transportation Manager in writing at the address below. The appeal should
include all relevant information.

Wake County Human Services
Transportation Manager

220 Swinburne St

P O Box 46833

Raleigh, NC 27620-6833

The Transportation Manager will attempt to resolve the appeal by contacting the complainant and other
relevant parties. If the Transportation Manager cannot resolve the complaint in three (3) business days,
then the appeal will be forwarded and considered by the WCHS Deputy Director. The WCHS Deputy
Director will respond to the complainant in writing within five (5) working days. The decision of the
W(CHS Director is final. Appeals and their final resolution will be entered into the Lotus Notes database



and will be reported as part of the GoWake Access vendor’s monthly management report, which is
provided to GoWake Access staff and Sponsor Agencies.



