Civil Rights Complaint Procedures

If a customer approaches an employee with a claim of discrimination, the employee
should politely excuse themselves and immediately notify their Manager.

The Manager should promptly contact the School Nutrition Director to inform them
that they are addressing a potential Civil Rights complaint.

The primary objective is to resolve the customer's concerns by determining whether
the issue resulted from a misunderstanding or a situation that can be corrected, rather
than intentional discrimination.

e The Manager should remain calm, listen carefully, and make every effort to
de-escalate the situation.

e C(Clearly explain the steps that will be taken to address the concern and help
prevent a similar occurrence in the future.

e In many cases, complaints stem from a perception of discrimination rather than
actual discriminatory treatment.

If involving the School Nutrition Director would help resolve the customer's concerns,
or if the Manager believes the Director is better equipped to handle the matter, the
Manager should contact the Director and explain the situation.

If the complaint cannot be resolved informally, provide the customer with the official
USDA Civil Rights Complaint Form and follow all USDA procedures for filing a
complaint. Submit the completed complaint form to the School Nutrition Director and
work with staff to review the incident, implement any necessary corrective actions, and
help prevent similar complaints from occurring in the future.

USDA Non-Discrimination Statement

In accordance with Federal civil rights law and U.S. Department of Agriculture (USDA) civil rights regulations and policies, the
USDA, its Agencies, offices, and employees, and institutions participating in or administering USDA programs are prohibited from
discriminating based on race, color, national origin, religion, sex, disability, age, marital status, family/parental status, income
derived from a public assistance program, political beliefs, or reprisal or retaliation for prior civil rights activity, in any program or
activity conducted or funded by USDA (not all bases apply to all programs). Remedies and complaint filing deadlines vary by
program or incident.

Persons with disabilities who require alternative means of communication for program information (e.g., Braille, large print,
audiotape, American Sign Language, etc.) should contact the State or local Agency that administers the program or contact USDA
through the Telecommunications Relay Service at 711 (voice and TTY). Additionally, program information may be made available in
languages other than English.

To file a program discrimination complaint, complete the USDA Program Discrimination Complaint Form, AD-3027, found online at
How to File a Program Discrimination Complaint and at any USDA office or write a letter addressed to USDA and provide in the
letter all of the information requested in the form. To request a copy of the complaint form, call (866) 632-9992. Submit your
completed form or letter to USDA by: (1) mail: U.S. Department of Agriculture, Office of the Assistant Secretary for Civil Rights,
1400 Independence Avenue, SW, Mail Stop 9410, Washington, D.C. 20250-9410; (2) fax: (202) 690-7442; or (3) email:
program.intake@usda.gov.

USDA is an equal opportunity provider, employer, and lender.



