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Dispute Resolution

Community Resource Coordination Groups (CRCGSs) strive to coordinate services
and maintain effective communication among multiple stakeholders. At times,
disputes may arise among CRCG members about responsibilities, or leaders may
find gaps in service provision by a partner agency or organization. Potential
disputes or areas of conflict may include:

Eligibility criteria.

Scope and responsibility of an agency or organization’s role in an Individual
Service Plan.

Effective follow-up from the identified agency or organization on the
Individual Service Plan.

Legal limitations.

When disputes arise and are managed effectively, conflict can become a source of
innovation and team building. Working toward resolution can lead to creative
approaches that may not have been previously considered.

Consider these techniques to prevent and manage conflict:

Listen to understand. Ensure all members have the opportunity to speak
and be heard. Create a safe space for open dialogue, listen with professional
curiosity, and practice respectful, active listening.

Follow the agenda and ground rules. If a member repeatedly strays from
the topic at hand, remind the group of the established agenda and mutually
agreed-upon ground rules.

Avoid defensiveness. Stay open, curious and solution-focused.

Take a break. If tensions rise, pause the meeting to allow members to
regain composure and collect their thoughts.
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e Address disruptive behavior privately. If necessary, engage the person
privately to address difficult behavior and work toward mutually agreed-upon
solutions.

Consider a neutral mediator to facilitate resolution if conflicts escalate or a CRCG
leader or member is perceived as partial to one agency or organization. As a best
practice, CRCGs operate by consensus to promote collaboration as opposed to
voting, which may cause division. Consensus requires full agreement between all
parties.

People or families with grievances are encouraged to complete the CRCG
Satisfaction Survey, available in English and Spanish on the CRCG website, or they
may contact the CRCG director for assistance. For grievances needing further
attention, people and families may contact the Texas Health and Human Services
Commission Ombudsman for Behavioral Health in one of the following manners:

e C(all: 800-252-8154, 8 a.m. - 5 p.m., Monday - Friday
If you have a hearing or speech disability, call the toll-free Relay Texas
service at 7-1-1 or 800-735-29809.

e Online: Submit your question or complaint online.

e Mail: Texas Health and Human Services Commission
Ombudsman for Behavioral Health
P.O. Box 13247
Austin, TX 78711-3247

e Fax: 888-780-8099

Interagency Dispute Resolution

Conflict is a natural part of working with vulnerable people and families, especially
when resources are limited and organizational priorities may compete. Disputes
may arise over agency programs or policies. If CRCG members cannot resolve
disputes internally, or if the CRCG's stability and effectiveness are impacted,
mediators may need to assist.

To help resolve disputes, the CRCG Memorandum of Understanding (PDF) requires
each state agency to designate a negotiator who is not a member of any local
CRCG. The negotiator must have one of the following qualifications:

e Decision-making authority over the agency’s representative on the local
CRCG.
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https://forms.office.com/r/wqgHDuMkKh
https://forms.office.com/r/rYxsKerkpc
https://heartbep-ext.hhs.state.tx.us/omdLandingPage
https://crcg.hhs.texas.gov/pdf/toolkit/module-2/(2.2.1b)%20CRCG%20MOU.pdf

e The ability to interpret policy and commit funds.

When two or more members of a CRCG disagree about their respective agency’s
service responsibilities, the CRCG chair sends the designated negotiators for those
agencies written notification about the dispute. Within 45 days of receiving the
written notification, the negotiators must confer and attempt to resolve the dispute.

CRCGs may refer the interagency dispute to the Texas Health and Human Services
CRCG director if the dispute remains unresolved after this process. For additional
assistance, email the HHSC CRCG team.
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