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Chapter 8: Operations Management
Section 1: Operations Management
Lesson 103: Complaints

Objectives:

Upon completion of this lesson the user will be able to:
o Enter a complaint into TWIST;

Refer a complaint to the appropriate person;
Retrieve a complaint referral;

Enter actions taken on the complaint; and

Print a complaint report for your agency

Oregon Policies:

vs 588  Complaints
vs 590 Participant Violations
s 452  Civil Rights

Overview:

In order to maintain high standards of integrity for the state WIC program, all
of our staff, participants, and vendors are held responsible for following
Program rules, policies, and procedures.

USDA required that the WIC Program provide an avenue for participants,
vendors and others to complain about perceived inappropriate actions or
treatment they have received.

Tracking complaints in TWIST will ensure that individual complaints are
appropriately resolved, and allow us to see if a statewide issue needs our
attention.

Users will document all complaints, against clients, farmers, stores and the
WIC Program on this screen.

Details, details, details! When entering complaints, it is helpful to remember
the five “W”s: Who is complaining, Who was involved, When did it happen,
What are the issues, and Whom do | forward the complaint to for resolution.
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The more detailed the information is, the quicker the complaint can be
resolved.

Instruction:

Entering a Complaint

The starting point for this section is:
Operations Management + Compliance + Complaints

“Complaint” Section:

An “ID” number is automatically generated when all of the required fields
have been completed and the screen has been saved.

= " =
“# Operations Management - [OMZ280 - Complaints] - |ﬁ||5|
File Edit “Window Help

B+ =" 9F $B@| G
Complaint I Referrals | Related Complaints |
—Ci i C: int Source
1D: Against: |:I ||— Snurce:l " Client  Wendor @ Other
. :I P . |cLENT B
Resolved?: Mo Complaint Date: o — Last Name:l
Civil Rights?: [ Unsubstantiated?: )
" - FARMERS MARKET kst | Middle Name: | |
G Description: L OCAL AGENCY Address:l
OTHER, I
PROGRAM
z City/State:| M |
|| Phone: (l )] | - Ext:
|Ready | March 14, 2005 11:21:55 AM | Rebecca Roze [T State Agency devll A farmnet
Astar|| A BB O || Ev | Do B [[Bo addess [ NAOLEBYPURES 1121 am

Figure 1: * Coplaint Screen”

1. In the “Against” field, select whom the complaint is against
from the drop-down menu.

The screen will vary slightly, depending on which selection is made:

. Client — the complaint is being made against a WIC client.
. Farmer — the complaint is against a farmer.
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o Farmers’ Market — the complaint is against the market.

o Local Agency — the complaint is against the agency in general,
not a specific employee of the agency.

. Other — the complaint is against someone or something not
already categorized, such as USDA, a landlord withholding
WIC Fls, etc.

o Program — the complaint is against the WIC Program in
general, not a specific employee or local agency.

. Vendor — the complaint is against an employee of an

authorized WIC store.
Click on the drop-down menu in the “Resolved” field.

This field defaults to “No.” State WIC staff will change this field after
appropriate follow-up has been completed.

Enter the date the alleged violation occurred in the
“Complaint Date” field.

This is the date of the actual event, not the date that staff entered the
complaint into TWIST.

Check the “Civil Rights” box when appropriate.
Check this box if the complaint involves discrimination against any

individual based on that individual’s race, color, national origin, age or
disability.

Jd Note: Contact the state WIC civil rights coordinator immediately after
entering the civil rights complaint into TWIST. Refer to PPM 588 for more
information.

5.

The “unsubstantiated” box will be checked, after
investigation, if the allegation has been determined to be
false, cannot be verified or the complaint is withdrawn.

Double click in the “Complaint Description” field; enter a
detailed description of the complaint in the pop-up text box.

Remember that details are important for resolving complaints.
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“Against” field screen changes:

As mentioned in Step 2., the screen changes slightly depending on whom the
complaint is against.

Complaint | Referrals | Related Complaints I

—Complai 7~ r laint Source
1D: Against: |“LIENT _Iv Source:lr Clignk @ vendor  Other
7= Mo i = [03/14/2005
Resolved?: :i Complaint Date: 13/14/ Last Name:l
Civil Rights?: [ Unsubstahgated?: [ /
i

Complaint Description:

/; rst / Middle Name:l I

Yendor: [0

Phone: { I_) I_ = I— Ext: I_

rClient
WIC ID: po?sasgz-m Lesson, Formy |

Clinic:  [CANEY |

Figure 2: Complaint Screen: Against Client

If the complaint is against a client, a section will appear that requires a WIC
client ID number.

7. Enter the client WIC ID number and press enter.
TWIST will display the client name and clinic.

J NOTE: If you do not know the WIC ID, Fast Path to client master, find the
client and click on the “Return with Client” button. TWIST will auto-fill the

ID field.
C |" Is | Related Complaints |
| —
rC lai e C laint Source
1D: ‘Against: [FARMER |L| Source:l @ Clignt  vendor " Other
Resolved?: [0 |~ Compglaint Date: [13/14/2005 iE ID-W
Civil Rights?: [ UnsubstNgtiated?: [
c N /‘ '_esson, Forrmy |
Clinic: FANBV |
/
J
Farmer
Name: [TEST FARMER ‘ =1
Associated Farmer's Market:

Figure 3: Complaint Screen: Against Farmer

If the complaint is against a farmer, a section will appear that requires the user
to select the name of a farmer from the drop-down menu.
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8. Select the name of the farmer from the drop-down menu.

9. Select the name of the farmers’ market where the alleged
violation took place.

Complaint | Refenals | Related C ,)/\

—C Tai / A laint Source
1D: Against: |FARMERS MARKET] _Iv Source:l % Client  vendor  Other
Resolved?: |MNo :i CompNint Date: [13/14/2005 wWiC ID:FU?E‘SE‘QZ'DI
Civil Rights?: [ [esson, Farmy |
;
C laint Description:
Clinic: FANBV |

Farmer's Market B/

Name: |v J
CEDAR MILL SUNSET FARMERS' MARKET =
HILLSBORO FARMERS' MARKET
MCMIMNMVILLE FARMERS' MARKET
TEST MARKET
TEST MARKET 2 j—

-

Figure 4: Complaint Screen: Against Farmers’ Market

If the complaint is against a Farmers’ Market, a section will appear that
requires the user to select the name of the Market from the drop-down menu.

Complaint | Referrals | Related Eom%

Iai / N\ )
rC Complaint Source
ID: Against; [LOCAL AGENCY | ~| Source: | ©* Client Cyendor € Other
Resolved?: Mo :i ComNaint Date: [13/14/2005 I s hﬂ?ﬁﬁs%—ﬂl
Civil Rights?: [ % e |
;
Complaint Description:
Clinic: FANBV |
V4
Agency L=<
’7Name: |v J
Baker CHD =5
Benton CHD —
Clackamas CHD
Clatsop CHD
Columbia CHD
Coos CHD =

Figure 5: Complaint Screen: Against Local Agency

If the complaint is against a Local Agency, a section will appear that requires
the user to select the name of the Local Agency from the drop-down menu.
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Complai |.r-- Is | Related C )/\

rC lai 4 \ laint Source

iz Against: M Source:l  Client 7 vendor ¥ Other

Resolved?: Mo :i Compaint Date: | J0/00/0000 leh Name:l

ElRianeszal ( First / Middle Name:l I

C: laint Description:

Address:

City/State:| [ &
Phone: (I_) I_-I— Ext: I_

/
Dther x
First Name: |
Middle Name: |

Last Name: |

Title: |

Figure 6: Complaint Screen: Against “Other”

If the complaint is against a person or entity not listed in drop-down menu,
such as, a store that is not authorized or a person that is not a client at this
time, the user would select “Other” from the menu.

No additional sections will appear when the user selects “Program” from the
“Against” drop-down menu.

Complaint | Referrals | Related Complaints |
Complai — i int Source
1D: Against: |YENDOR |L| ) Source:l  Clignt  vendor % Other
22 (Mo i - 07000000
Resolved?: :I Comp ; Jo0/00f " Last Name:l

Civil Rights?: [ Unsubstantiated?
Complaint Description:

First / Middle Name:l I

Address:

City/State:| H -
> Phone: (I_) I_-I— Exnt: I_

¥

Name:

Notice Text {State Use Only):

rPersons Involved

Last Name:

First Name: I

Middle Name: I

Title: I |;| Role: I |L|

Description:

Issues

Mext Person | Previous Personl

=1

Prink Maotice: |

Figure 7: Complaint Screen: Against “Vendor”

If the complaint is against a vendor, two new sections will appear:
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“Vendor” Section:

10.

In the “Name” drop-down menu, select the store where the
complaint event took place.

All Oregon authorized WIC vendors are listed in this menu. If the
name of the store is not in the list, change the “Against” selection to
“Other” and continue to enter the details of the incident.

The “Notice Text” field is for state use only.

“Persons Involved” Section:

11.

12.

13.

14.

15.

16.

Enter in the name of the person at the store that committed
the alleged violation.

This could be a checker, store manager, pharmacist, etc. If the person
making the complaint does not know or remember the name, use
“Unknown.”

Click in the “Description” box.

If the name of the “Person Involved” is unavailable, enter a description
of the person, time of day, receipt number, or any other helpful
information.

From the “Title” drop-down menu, select the person’s job
description.

Use the “Insert” icon to enter additional people involved in
the incident.

Click on the “Previous Person” and “Next Person” buttons.
You will see the information on the last person that you entered.
Click on the “Next Person” button.

You will see the information on the most recent person entered.
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“Complaint Source” Section:

This section is for documenting the type of person making the complaint.
Complaint source information is kept confidential unless authorized for
release by the person making the complaint.

There are three choices: vendor, client and other. The fields will change
according to which source you choose.

17. Click in the “Client” circle.

r Complaint Source
Suurce:l &% Client " vendaor ™ Other

WIC ID: FD?&EEQE-DI

Lessan, Farmy |

Clinic: F":"NB""' |

Figure 8: “Complaint Source: Client”
18. Enter the client WIC ID number and press enter.
TWIST will auto-fill the client name and clinic.
J NOTE: If you do not know the WIC ID, Fast Path to client master, find the
?iléfgt and click on the “Return with Client” button. TWIST will auto-fill the

19. Click in the Vendor circle.

Complaint | Referrals | Related Complaints |

[~ Complai Complaint Source
R 1163 Against: |CLIENT |L| Source:l  Client 7 vendor @ Other
Resolved?; |MNo :i Complaint Date; |11/02/2004

Civil Rights?: [ Unsubstantiated?: [

Last Name: FUUdChBCk

First / Middle Name: IJohnny I

C laint Description:
Yendor: |[REALLY GOCD STORE

9009 - REALLY GOOD STORE - 1212 YELLOW BRICK ROAD, ANYWHERE, OR
2136 - RED APPLE MARKET - 549 W, 6TH AVE, EUGENE, OR
1074 - RED APPLE MARKETPLACE - 555 SW 4TH AYE, ONTARIO, OR ol
2138 - RED BARN NAT, GROC,-TERMED - 357 VN BUREN, EUGENE, OR,
_ﬂiﬁ:“ltm —J 1078 - RED BARN NATURAL GROCERY - 357 VN BUREN, EUGENE, OR, =
Clinic:  [CANBY ||
|

Figure 9: “Complaint Source: Vendor”
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20.

21.

22,

Enter the name of the store employee who is reporting the
complaint.

Information about the complaint source is kept confidential unless they
authorize release of the information. If, after explaining that, they do
not want to disclose their name, enter “Anonymous” in the “Last
Name” field.

Select the name of the store they work for from the
“Vendor” drop-down menu.

Enter a phone number where the employee can be reached
for more information.

If the person does not want the state staff to contact them, or if they
have certain requirements for contact, enter notes in the “Complaint
Description” field.

“Issues” Section:

23.

Complaint | Referrals | Related Complaints

C

i rC laint Source
Lo 1153 Against; [CLIENT |;| SDurce:I  Client @ vendor  Other
Resolved?; |No :i Complaint Date; [11/02/2004

Civil Rights?: [ Unsubstantiated?: [

Last Name: FﬂﬂdChEEk

First / Middle Name: |Johnny |

C laint Description:
E vendor: [REALLY GOOD STORE [=]

Phone: (I_) l_ - l— Ext: I_

— Client
WIC ID: po?sssgzrm [essan, Farmy |

Clinic:  [CANEY |

Issues
_LIEMT SELLING Wt FOODS DR FORMULA

Figure 10: Complaint Screen: “Issues” Section

Tab to the “Issues” drop-down menu and select the issue
that closely most closely matches the complaint.

You can select more than one issue by clicking on the “Insert” icon at
the top of your screen.
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If you need to explain specific details, use the “Complaint
Description” box.

24, “Save.”

TWIST will generate and display a complaint ID number upon “Save.”

Referrals Tab

The starting point for this section is:
Operations Management = Compliance = Complaints + Referrals Tab

“Referrals” Section:

Once the complaint information has been entered and saved, the complaint
should be referred to an appropriate person for follow-up. This step is
preferred, however, if the local clinic staff are pressed for time, it is an
optional step. The state WIC Compliance Coordinator will run a report of all
non-referred complaints on a regular basis and refer to the appropriate person
for follow-up.

The WCC may refer back to the local agency Coordinator if additional
information or action is needed.

Complaint Refemrals | Related Complaints |

Referrals

Referred To: Agency: Referral Note: Created By:

* WIC Agency IWIC State Agency |;| I
" Dther Entity

Referral Date: staff: Create Date:
pa;za;zoos =1
Sarenzon, Matt o
State Civil Rights Expert, SarahTinker
State Compliance Coordinstor, RRose

State Program Manager, Sueivoodbury
State Wendor Complaint Expert, AnnRock 1
State WAC Investigator, Matt 5.

-

Figure 11: “Referrals” Screen

1. Click in the “WIC Agency” circle of the “Referred To:”
section.

Two drop-down menus will be displayed.

The “Other Entity” circle is selected when referring the complaint to an
outside program, such as USDA or the Department of Agriculture.
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2.

6.

In the “Agency” drop-down, select “WIC State Agency.”

State staff will forward complaints to the appropriate local agency if

necessary for follow-up.

In the “ Staff” drop-down, select the appropriate state staff.

If you do not know whom to select, refer the complaint to the state
WIC Compliance Coordinator (WCC.) Once processed, the complaint
will be forwarded to the appropriate person.

Click on the “Referral Date” field.

TWIST will default to today’s date. Users can change the date if

necessary.

Double click in the “Referral Notes” box and enter any
information you want to pass on with the referral.

“Save.”

“Action Taken” Section:

Complaint Refemals | Related Complaints |

Referred To: Agency: Referral Note: Created By:

& WIC Agency IWIC Skate Agency |:| rrn;e

” Other Entity

Referral Date: Staff: Create Date:
P3.|'15f2'3['5 |Rose, Rebecca - WIC Compliance qu F3.|'15f2'3'35
Actions Taken

Date: Last Name:

Description:

3/15/2005 '—lardworker
First/Middle Name:

Farbara |

|

called the store manager on 3{01/2005 to discuss the lack of EnFamil Lipil
n the shelf, He said that he would make sure there was enough on hand.

Figure 12: “Referrals”

This area is for documenting each action that was taken on this complaint.

7.

Enter the date the action took place.

TWIST will default to today’s date.
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10.

11.

Enter your name, if you are the person that took action on
the complaint.

If you are entering the information for someone else, put their name in
the field.

Double click in the “Description” box to enter a summary of
the action.

This could be a conversation with the store manager or client, decision
of the local agency.

Click on the “Insert” icon to add a new row for additional
actions.

“Save”

Related Complaints Tab

The starting point for this section is:

Operations Management = Compliance + Complaints <+ Related
Complaints Tab

Complainll Referrals HRelated C lai |
Case ID Complaint Type Complaint Date | Resolved? | Civil Rights? Wendor Cli
1161 LIENT 3/05/2005 o ezzon, Formy
1162 LIENT 2/01 /2005 o ezzon, Formy
1163 LIEMT 11/02/2004 la} eszon, Formy

Figure 13: Related Complaints Screen

This screen is “display only.” The screen will list the current complaint and
any other complaints that have been made against this client, vendor, farmer,

etc.

(Practice Activities:

Using the information from your K Activity Sheet, follow the steps below to
enter a complaint into TWIST.

1.
2.

Click on the “Operations Management” module.
From the Compliance menu, select “Complaints.”

Ch 8,103.12



Oregon WIC TWIST Training Manual March 2005

3. Enter a new complaint by selecting “Vendor” in the “Against” drop-
down menu.

4. Enter today’s date as the “Complaint Date.”

5. Enter a description of the incident in the “Complaint Description.”

6. Select “Client” as the “Complaint Source.”

7. Enter a WIC client ID number and press “enter.”

8. Click on the “Vendor” drop-down menu and select the store where the
incident took place.

9. From the “Person involved” section, enter the name of the person who
committed the alleged violation.

10.  Select a title and role from the drop-down menus.

11. Click on the “insert” icon and enter a second person.

12. “Save.”

13. Look for the “Complaint ID” number that TWIST generated.

14.  Click on the “Referrals” tab.

15.  Select “WIC State Agency.”

16.  Select the “WIC Compliance Coordinator’s” name from the “Staff”
drop-down menu.

17. Enter a referral note.

18. Tab to “Action Taken: Date” field and enter today’s date.

19. Enter your name in the “Last Name” and First Name” fields.

20. In the “Description” field, type a summary of the conversation with the
client regarding the incident.

21. “Save.”

NNotes:
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