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ÅThe training you are about to take does not cover the entire scope of the 
program; and that

ÅYou are responsible for knowing and understanding all handbooks, manuals, 
alerts, notices, and guidance, as well as any other forms of communication that 
provide further guidance, clarification, or instruction on operating the program.

Acknowledgement Statement
You understand and acknowledge that:
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Knowledge 
Statements

üUnderstand how to identify a 
complaint. 

üUnderstand how to implement 
research techniques.

üUnderstand how to analyze 
documentation to assess a 
determination. 

üUnderstand how to prepare a report. 

üUnderstand how to conduct follow-up 
analysis to mitigate the risk of 
complaint recurrence.
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Complaints Defined
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What is a complaint?

A concern or dissatisfaction regarding an 
F&N-administered program that alleges a 
violation of federal or state regulations, 
Ñ? ШƓŸũŔĦǃЯШŸƖШ[Ѽ ќƚШĦƨƚƣŸůĲƖШƚĲƖƻŔĦĲШ
expectations.
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Complaint or 
Technical Assistance

Some complaints may be resolved by 
providing technical assistance or 
clarification.

üHours of Operation

üExplain the regulation requirementsу
Food cannot be taken off-site or 
adequate disposal of waste must be 
on-site to prevent health violations.
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Complaint Types

There are two (2) types of Complaints:

üStandard

üCivil Rights
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Standard Complaint
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Financial

üFraud-Program Abuse

üNon-payment of vendor or                    
staff-untimely reimbursement

üUnallowable Program Costs тnot 
following proper procurement 
procedures
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Legal

ü Individuals on the National 
Disqualified List or Texas Excluded 
Summer Food Service Program List 
who are directly or indirectly 
receiving program funds.
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Meals
üQuantity/Quality

o Not receiving proper portions

o Noncreditable meals (e.g., no 
milk)

o Mold on food

o Expired items

o Not receiving the agreed-upon 
menu item
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Health & Sanitation
üConditions at the location

üLicense
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Participation
üCharging Participants for the Meal 

Service

üDenied meal service тdenial of 
participant when they qualify for 
benefits

üSite not open/inaccurate hours

üGhost Site тsite never existed

üCounting/Claiming тreport 
of inflated participant numbers

14



15

Program Management
üMonitoring

o Financial
o Five-Day Reconciliation
o Training

üClaim Validation / Edit Checks
o Sponsor not conducting edit 

checks
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Non-TDA Purview
üComplaint regarding Medicare 

fraud.

üBusiness not operating under TDA 
programs

üComplaint regarding activities 
related to Day Activity and Health 
Services.
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Complaint Process
üTDA receives complaints via:

o Smartsheet Form
o Phone
o Email
o Fax
o Mail 
o In person

üTimeline
o TDA has 30 calendar days to 

research and close a complaint.
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Complaint Process
üTDA will research complaints 

against CEs/Sponsors.

o TDA will determine a necessary 
document/items list to send to 
the CE as part of the evidence 
collection process.

o The CEs role is to be responsive 
to TDA requests.
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Complaint Process
üCEs will research complaints 

against their Sites:

o The CE will receive a Directive to 
Sponsor Letter.

o This letter will be submitted to the 
CE for the allegations to be 
addressed at the sponsored Site.

o The letter is transmitted via email 
with a PDF attachment.
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Complaint Process

üTDA will review the response from
the CEand make a recommendation
based on the findings for the
allegations.
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Civil Rights Complaint
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What is a Civil Rights 
Complaint?

A verbal or written allegation of 
discrimination that indicates an FNS-
conducted or assisted program is 
administered or operated in a manner that 
results in disparity of treatment or services 
being provided to persons or groups of 
persons because of their protected bases.
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What is a Civil Rights 
Complaint?

This is applicable to all programs and 
activities of a recipient of Federal financial 
assistance, whether those programs and 
activities are federally funded in whole or in 
part. All nutrition assistance programs and 
activities that receive Federal funding are 
protected and subject to civil rights 
oversight.
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Protected Bases

A protected bases refers to any person or 
group of people who have characteristics 
for which discrimination is prohibited 
based on law, regulation, or executive 
order.
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Protected Bases
In the FNS Nutrition Programs, there are six 
(6) bases protected against discrimination.

o Race
o Color
o National Origin
o Sex
o Age
o Disability
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üUnfair treatment or bias against 
someone or a group of people based on 
their race.

üRememberуEthnicity is not a protected 
base. Ethnicity is Hispanic or Latino or 
Not Hispanic or Latino. If someone 
believes they are being discriminated 
based on ethnicity; the bases may be 
categorized as race, color, and/or 
national origin.

26
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Color

üUnfair or unequal treatment or bias of an 
individual or group of persons based on 
the social meaning attached to skin 
color.
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National Origin

üUnfair treatment or bias against 
someone or a group of people because 
they appear to be from a particular 
country or part of the world, ethnicity or 
accent, or they appear to be of a certain 
ethnic background. Also includes 
Limited English Proficiency (LEP). 
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