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Procedure:

Clackamas County Children’s Commission will make every effort to respond to all concerns
and/or complaints in a timely manner.

If a client or community member presents a complaint, the following actions must be

completed:
1. If possible, take the complaint directly to the persons against whom the complaint was
made.
2. Ensure the environment is conducive to receive the complaint (e.g., move to a quiet and
calm space, away from children and other adults).
3. Listen, take notes, and allow the person to fully describe the complaint.
4. Identify the nature of the complaint to determine the appropriate response:
a. Complaints related to performance or program operations:
o If the complaint is not easily resolved at the time the complaint is made,
refer the person to the Client & Community Complaint form.
e Offer to assist the person in completing the complaint form.
e Follow the instructions for completing and sending the complaint form to
the appropriate manager/director.
b. Complaints related to CACFP Civil Rights and the food service program (see the
CACFP Civil Rights Procedure for definitions and more information):
e Follow the CACFP Civil Rights Procedure and notify the Operations
Director immediately.
5. For all documented complaints, notify your direct supervisor after receiving the
complaint.
6. Follow-up will be determined by the department director and the direct supervisor;
collaboration between other departments may be required.
7. Follow up will be documented on the Client & Community Complaint Follow-Up Form,
by the department director.
8. The Executive Director must review and approve all follow-up forms, and may
determine/delegate additional follow-up as appropriate.
9. All complaint paperwork will be documented/stored by the HR Department 3 years.



