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Complaint Procedures

Complaints should be handled by the Agency Relations Department

. If Agency Relations is not available follow procedure below.

. Be courteous and respectful of person giving complaint.

Listen to the entire complaint before speaking.

. Determine if complaint is a Civil Rights Complaint or a General Complaint.

Civil Rights = violation on persons race, color, national origin, sex, age, or
disability

General Complaint = anything else that is not listed above

. All complaints are to be handled immediately, follow flow chart below.

Is complaint a Civil Rights violation?
2 P g

== NO

Yes

1 Fill out an Agency Complaint Form with as much

Issue a Civil Rights Complaint Procedure to Client information as possible.
Form can be found in the S Drive: Civil Rights Com- Form can be found in the S Drive: Civil Rights /
plaint Procedures / Civil Rights Complaint Form Agency Complaint Form

Apologize to client and try to resolve

1 immediate food assistance if needed and also

Explain to client they can submit the filled out form to the thank client for bringing information to your attention

address listed on the Civil Rights Complaint Procedure and/

or submit to the Food Bank RGV and the Food Bank will 1

submit to TDA at their request.

Apologize to client and try to resolve

Turn in Agency Complaint Form to Monica

immediate food assistance if needed and also Fuentes—Agency Relations Manager

thank client for bringing information to your attention

Follow up and resolution will be conducted immediately




