Lesson 5
HANDLING
PROGRAM
COMPLAINTS
Issue:  Handling Program Complaints
Audience:  NRCS employees and co-associated partners.
Motivation:  Inform NRCS employees and co-associated partners with the types of program complaints and the procedures to follow when a complaint is received.
Objectives:  Avoid discrimination and complaints by improving knowledge of NRCS employees and other associated partners in regard to the types of complaints and the proper methods and procedures for handling them.
Goal/Expected Outcomes:  NRCS employees and co-associated partners will now the difference between the two types of program complaints.  They will also learn the proper methods and procedures in handling the two types of complaints.  Employees will also learn under what grounds are complaints valid.
Method:  Training should take place during regularly scheduled field office staff meetings.  It is anticipated that the field office supervisor or field office member of the state Civil Rights Advisory Committee provide the training to the other employees.  Participants should be seated to be able to hear, see, and take part in discussions of the material.
Materials:  Handout with complaint definitions and the proper steps to following in handling the complaint.

Lesson Objectives:  Pre-lesson activities and discussion.
Address the participants with the following discussion topics:

· There are two types of program complaints.  What are they?
· Give an example of each complaint.

· How do you handle each complaint?
· What does “probable grounds” mean?
· What are “probable grounds” with respect to the complaint process?
Program Complaints:

Formal – written

Informal – not written

Give PowerPoint presentation and provide handout to all employees.

Review what constitutes “probable grounds.”

What does it mean?

Examples:

Below are examples of typical complaints, first of all the class should determine if the complaint is formal or informal.  Also, have the group determine if there are probable grounds for the complaint.

Scenario 1:  A landowner comes in and complains about being on the salinity priority sign-up list for 6 years, and yet has not received any financial assistance from NRCS.  He feels he is being discriminated against and requests that the Soil Conservation District listen to his concerns as their next regularly scheduled board meeting.

Scenario 2:  The District Conservationist receives a letter from a 29 year old white male who complains that he cannot ever complete well for any job because he is a white male.  What should the District Conservationist do?
Scenario 3:  A Native American landowner has been told by an NRCS employee that the conservation provisions of the Food Security Act of 1990 does not apply to him, although he has an LTA on his farm.  He feels he is being denied information and that he is being discriminated against.
Summary
Summarize what has been discussed.  Is there a need for questions and clarifications?
