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POLICY:  It is the policy of the of the ____ County Health Department that complaints are received from any individual or agency.  Complaints may be anonymous, formal or informal expressions of dissatisfaction with conditions that may or may not be the responsibility of the local health department but perceived as such.
PURPOSE: The purpose of the ____ County Health Department Environmental Health Complaint policy is to provide accurately documented, timely and quality resolution of complaints regarding Environmental Health.
PROCEDURE:
1. Any staff member of the ____ County Health Department Environmental Health staff may receive an environmental complaint.
2. Upon initial receipt of a complaint, the complaint form is initiated (either on the computer form or by hand) and then forwarded to the appropriate employee, which is determined by either area or assignment.  
3. The time frame for responding to a complaint is dependent upon the level of threat to Public Health.  The threat to public health will be determined on a case by case basis using guidance from Kansas statutes and administrative codes, local rules and ordinances, as well as current guidelines and recommendations from other respected sources, such as the CDC and KDHE.

a. Complaints with a high level of threat to Public Health will be responded to immediately if possible, or within 3 business days of receipt as per state guidelines.  
b. Complaints that do not constitute a high level of threat to Public Health will receive an initial response preferably within 7 calendar days and no more than 28 calendar days. 
c. At least 90 percent of the complaints shall receive an initial response within these specified time frames. 
4. The local health department may investigate to determine what actions should or can be taken to mitigate the environmental conditions as needed. The investigation may or may not include a site visit.  

a. Regulatory enforcement action may be taken.
b. Educational consultations may be provided.
c. Direct mitigation may be conducted.   

5. The EHD will document findings of the investigation or assessment on the complaint form.
6. All parts of the complaint form must be completed.  The following information will be completed on all complaints:  a) was the complaint justified; b) how long to take action; c) if referred to another agency all referral information; d) lab/investigation reports; e) documentation of timely and appropriate action to ensure compliance.
7. The completed complaint form along with all documentation will be filed in the _________ central filing system.  
8. Complaints are logged in descending date order by year in the following categories:  1) Onsite Water Protection (wastewater/private well); 2) Food/Lodging; 3) Other mandated programs (pools, child care, lead poisoning prevention, and tattoo); 4) Miscellaneous (vector/mosquitoes, trash, non-regulated programs/other).
9. Any complaints not related to environmental health mandated programs or responsibilities will be referred to the appropriate agency.
10. Files are maintained in accordance with current Kansas Records Retention and Disposition Schedule for county and local health department.
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