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(c) If either the beneficiary or the EN 
is dissatisfied with the resolution pro-
posed by the PM, either party may re-
quest a decision from us. 

§ 411.605 What are the responsibilities 
of the EN that is not a State VR 
agency regarding the dispute reso-
lution process? 

The EN must: 
(a) Have grievance procedures that a 

beneficiary can use to seek a resolution 
to a dispute under the Ticket to Work 
program; 

(b) Give each beneficiary seeking 
services a copy of its internal griev-
ance procedures; 

(c) Inform each beneficiary seeking 
services of the right to refer a dispute 
first to the PM for review, and then to 
us for a decision; and 

(d) Inform each beneficiary of the 
availability of assistance from the 
State P&A system. 

§ 411.610 When should a beneficiary 
receive information on the proce-
dures for resolving disputes? 

Each EN that is not a State VR agen-
cy must inform each beneficiary seek-
ing services under the Ticket to Work 
program of the procedures for resolving 
disputes when— 

(a) The EN and the beneficiary com-
plete and sign the IWP; 

(b) Services in the beneficiary’s IWP 
are reduced, suspended or terminated; 
and 

(c) A dispute arises related to the 
services spelled out in the beneficiary’s 
IWP or to the beneficiary’s participa-
tion in the program. 

§ 411.615 How will a disputed issue be 
referred to the PM? 

The beneficiary or the EN that is not 
a State VR agency may ask the PM to 
review a disputed issue. The PM will 
contact the EN to submit all relevant 
information within 10 working days. 
The information should include: 

(a) A description of the disputed 
issue(s); 

(b) A summary of the beneficiary’s 
position, prepared by the beneficiary or 
a representative of the beneficiary, re-
lated to each disputed issue; 

(c) A summary of the EN’s position 
related to each disputed issue; and 

(d) A description of any solutions 
proposed by the EN when the bene-
ficiary sought resolution through the 
EN’s grievance procedures, including 
the reasons the beneficiary rejected 
each proposed solution. 

§ 411.620 How long does the PM have 
to recommend a resolution to the 
dispute? 

The PM has 20 working days to pro-
vide a written recommendation. The 
recommendation should explain the 
reasoning for the proposed resolution. 

§ 411.625 Can the beneficiary or the 
EN that is not a State VR agency re-
quest a review of the PM’s rec-
ommendation? 

(a) Yes. After receiving the PM’s rec-
ommendation, either the beneficiary or 
the EN may request a review by us. 
The request must be in writing and re-
ceived by the PM within 15 working 
days of the receipt of the PM’s rec-
ommendation for resolving the dispute. 

(b) The PM has 10 working days to 
refer the request for a review to us. 
The request for a review must include: 

(1) A copy of the beneficiary’s IWP; 
(2) Information and evidence related 

to the disputed issue(s); and 
(3) The PM’s conclusion(s) and rec-

ommendation(s). 

§ 411.630 Is SSA’s decision final? 
Yes. Our decision is final. If either 

the beneficiary or the EN that is not a 
State VR agency is unwilling to accept 
our decision, either has the right to 
terminate its relationship with the 
other. 

§ 411.635 Can a beneficiary be rep-
resented in the dispute resolution 
process under the Ticket to Work 
program? 

Yes. Both the beneficiary and the EN 
that is not a State VR agency may use 
an attorney or other individual of their 
choice to represent them at any step in 
the dispute resolution process. The 
P&A system in each State and U.S. 
Territory is available to provide assist-
ance and advocacy services to bene-
ficiaries seeking or receiving services 
under the Ticket to Work program, in-
cluding assistance in resolving issues 
at any stage in the dispute resolution 
process. 
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