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The mission of the Central Texas Food Bank is to nourish hungry people and lead the community in ending hunger.



*  We have put together this training on
Civil Rights for our Network of

Agencies.

* CTFB enforces program

requirements to remain in compliance

with TDA.

* This training is to be taken annually to
continue to receive resources from
Federal Programs, Feeding America,

and Central Texas Food Bank.
* This training should be taken by all

staff/volunteers who handle intake
and client personal information.

— |f staff/volunteers do not handle client
information, they should review the limited
civil rights training.
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What are Civil Rights Laws?

Guarantee rights for individuals to
receive equal treatment and prohibit
discrimination in a number of settings,
including education, employment,
Eousing, and more.

Federal dollars fund food and nutrition
programs across the United States
with USDA serving as a pass-through
agency. These monies are drawn from
taxpayers nationwide, and as a result,
everyone is entitled to equal use of the
programs since tax dollars are intended

for the benefit of ALL eligible persons.

The mission of the Central Texas Food Bank is to nourish hungry people and lead the community in ending hunger.



The Follovving laws and regulations guide us on how to best be fair and equitable to our neighbors:

— Race, Color, & National Origin — The majority of Civil Rights legislation stems from Title VI of the Civil Rights Act of
1964, which was a landmark act prohibiting discrimination on the basis of race, color, and national origin in any
programs and activities receiving Federal financial assistance.

—  Sex - Title IX of the Education Amendments of 1972 and 7 CFR 15a, prohibits discrimination from any education

program or activity receiving Federal assistance, based on sex.

— Disability — Section 504 of the Rehabilitation Act of 1973, Americans with Disabilities Act of 1990 as amended b
the Americans with Disabilities Act Amendments Act (ADAAA) of 2008, 7 CFR 15b, Title Il (28 CFR 35), and Title
11 (28 CFR 36) of the ADAAA.

—  Age - Age Discrimination Act of 1975 (45CFR 91 and 7 CFR 15¢) prohibits discrimination based on age in programs

or activities receiving Federal financial assistance.

—  National Origin — Executive Order 13166 was signed in August 2000 and USDA LEP Policy Guidance (79 Fed. Reg.
No. 229) issued in 2002, requires Federal agencies to ensure that recipients of Federal financial assistance provide
meaninﬁfd access to their LEP applicants and beneficiaries to ensure that they do not discriminate on the basis of
national origin.

—  Religion = In April 2016, the USDA published the final rule in regard to 7 CFR 16, which is the overarching regulation
for religious organizations to participate in USDA assistance programs. This regulation sets forth USDA ﬁo‘?ﬁcy
regarding equa%opportunity E)r religious organizations to participate in USDA assistance programs for which other
private organizations are eligible.

* CFR - Code of Federal Regulations — All of the legislation mentioned in this training is referenced from the Code of
Fegeral Regulations, which is more commonly known as the CFR.

CENTRAL
FooD The mission of the Central Texas Food Bank is to nourish hungry people and lead the community in ending hunger.
BANK



CIVIL RIGHTS LEGISLATION CONT.

* These are the laws the U.S. Department of Agricu|ture used to

established their program(s) protected classes.

It is against the law to discriminate against people based on:
— Race
— Color
— National origin
— Age
— Sex

— Disability
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For the purpose of this training, discrimination is defined
as the determination of access to services or actions taken
in a way as to create a systemic disadvantage to people or
personsbased on a characteristic listed as a protected
class. Simply put, it is illegal to be unfair to people based

on race, sex, color, age, national origin, or disability.

Discrimination can occur from deliberate actions as well as
by accident. In short, it is an adverse act against a person

based on one or more of the protected classes.

It is also unlawful to retaliate against someone who made a
civil rights complaint. They must be treated the same as

everyone else, regardless of previous issues.
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There are 4 Ds to remember when evaluating discrimination against an
individual or group because of their protected class.

An individual or group:

* rageives delayed benefitsor serviges,

e s deniedlbenefisorisarvices

* receives ¢ forent treatment than others that is to their disadvantage,

and/or

. .recelves.disparate treatment (Intentiondl) or disparate impact
R P P

(unintentional effects) meaning there is inconsistent application of

policies or rules based on their protected class.
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Serving men larger portions of food than women.
Failing to provide building accessibility for clients with disabilities.

Failing to provide program information in a |anguage speciﬂc to the

population of the service area.
Delaying service due to a client due a |anguage barrier.

Treating a client differently due to their race.

The mission of the Central Texas Food Bank is to nourish hungry people and lead the community in ending hunger.



CIVIL RIGHTS COMPLAINT

Civil rights complaints MUST be handled separately from standard complaints.

making a formal complaint, or making a civil rights complaint.

USDA CIVIL RIGHTS COMPLAINT

This USDA Civil Rights complaint farm that is fillad out and turned into the TDA
CTFB will contact the Agency/Client to gather information about the alleged incident
Complaints may result in an unanncunced Agency site visit
. After a full investigation, CTFB will take corrective action, if necessary
The conclusicns of the investigation will be sant to the Agancy, in writing, and placed in its file

[LESRERES

Final Decision:
Ay necassry and sppropriste actions will be taken to comect any bad practices or behavior, which will be dtar-
mined on 3 case by cass besis. it is concluded that the Agancy was nas in the wrong, the complaint will be dis-
missed.

Agency Complaints:

If your Agency has recurring problems with 2 client, please notify CTFE so that we are aware of the situstion. Wa
may ba sble to help or advise how to best handle the problam

Retaliation:

CTFB has s zero-tolerance policy agains: retalistion of any kind. A client will ot be discriminatad sgsinst, harsssad,
or suffer any reprisals a5 @ result of Aling = grievance.

United States Department of Agriculture:
Submitting the complaint may require disclosure of persensl informatian. Civi Rights Complaints shoukd be filed
directly with the USDVA. The informationis listed at the end of this form.

Agancy Nama Agancy ¥

Diate of Occurrence Dita Complaint is Filed

Complainant Name

Complainant Address
Ciy State Zip Code
Phone # Email

‘Which protected class do you feel was violated? (check all that apply)

Color National Crrigin
Race Disability

Age Sex
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Inpartnership with AMERICA

6500 Metropaliz Dr., Autin, TRTE744 | 512-282-211 | cantraitexssfoodbank.org,

The mission of the Central Texas Food Bank is to

Plesceaxplin = clarly 2 posible what happaned: by you bliers it happensd, and b you were dscrimi-
nated against. Be sure to include how you were treated differently from others. (Please attach ancther sheet if

necessary.)
Plesse st any wit if knawn, whom we may for additional i 2 ing this grievance.
Name Phone Number

What is the most convenient time for us to contact you regarding this complaint?
Morning Aftemoon Evening
‘What remedy ars you secking for this complaint?

Is this the first time you have had a complaint about this agency?  Yes No

In accardance with Federal law and U.S. Department of Agriculture policy, this institution s prohibited from
discriminating on the basis of race, color, national origin, sex, age or disabilty. To file a complaint of discrimination,
ke USDA, Direcior, Office of Adusication. 1400 \ndzpendenceAvEnuE SW, Washington, D.C_, 20250-
9410 or call U 9992 (voice). Individuals ar hava speach disabilities may contact
USDA through the Federal Relay Sewvice at (auu)a?? 520, 5 (BOU) 456138 (opaniebd. LISDA i am e
opportunity provider and emplayer

Signature of Persan Filing Complaint Frinted Name of Person Fiing Complaint

Date Receved

etropolis D, Austin, TX 78744 | 512-282-211 | centraitexasfosdbank org

nourish hungry people and lead the community in

The person making the complaint must make the decision if they are raising a concern,

ending hunger.



Federal Nutrition Programs
Civil Rights Complaint Procedure

Civil Rights complaint (verbaljor written) is received by either:

1. CTFB

2. Site staff or volunteers

The individual that receives the complaint will provide the complainant the Civil
Rights Complaint form. The complainant will be directed to return the form to the
CE, call the number below, or mail the form to:

US Department of Agriculture
Office of the Assistance Secretary for Civil Rights
1400 Independence Avenue, SW
Washington, D.C. 20250-9410

(202) 752-5964
(found on ... and Justice for All poster)

If the form is returned to the CE, the CE must inform the Texas Department of
Agriculture of the complaint before the close of business.

The form must be mailed to the following address within 5 working days:

US Department of Agriculture
Office of the Assistant Secretary for Civil Rights
1400 Independence Avenue, SW
Washington, D.C. 20250-9410

\'e
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Federal Food & Nutrition Service (FNS) policy requires agencies and
institutions at every level of our network to collect data re|ating to ethnicity
and race from clients applying for their programs, with the exception of

those applying for The Emergency Food Assistance Program (TEFAP).

All pantry organizations, on-site kitchens, and produce partners associated
with CTFB are operating under the rules and regulations of TEFAP. Partner
organizations under Commodity Supplemental Food Program (CSFP),
and Summer Food Service Program (SFSP) must adhere to the data
collection standard.
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COLLECTION AND USE OF DATA CONT.

This information is collected to:

e  Determine how eﬂcectively the programs are reaching potential app|icants
and households in the area.

. |dentiFy regions for additional outreach and resources.

e Assistin identifying areas for compliance reviews.

IS’E? The mission of the Central Texas Food Bank is to nourish hungry people and lead the community in ending hunger.



PUBLIC NOTIFICATION

The Follovving is required:

* Program availability
—  Program Guidelines
—  Program Rights and Responsibilities
—  Steps necessary for participation
—  Any changes in program

*  Non-Discrimination Statement

— Included on the intake form, the participant rights
and responsibilities form, and “And Justice for All”
poster

*  Prominently displaying the “And Justice for
All” poster

*  Process for Filing a complaint
—  Included on the “And Justice for All” poster

* |nformation should be made available on-site
or listed on a website

\'e
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i Federal law and U 5.
Agricuture (USDA) civl rights regisations and palicies, this
nsttution 18 prohibited from isenminating on the basis of race,

color, national origen, sax, age. disability and repilsal of felabition

for prior Gl rghts actity, (No a8 pronibited bases apply 1o ajl
programs )
Program information may be mads avaiable in [anguages atner
than English. Parsons wih disabillies who require altemative
means of commumicaton for progmm information (e.g., Braile,
arge print, audiotape, and American Sign Langusge) should
contact ihe responsible State or lacal Agency that adminisiers

i USDA's TARGET Center al (202) 720-2600 (voica
and TTY) or canlact USIIA through the Federal Relay Service at
(800) 8778339

To fie a program discrimination complain. & complainant shovid
3027, L i

orforme a |a ley faderal y ks poiicas y reguiacones de

acriminr por mofivon de aza, colo!, origa

discapacidad, venganzn o Impresaa ol acividades rRailzadas

0 wl pasag reiacionaias con jos derechos cvias (1o t9das lon
il

L nformacién dal progeama puste estar clsponisia en alros
i ol pghés Las

‘que requisran medios de comunicacidn altematvos pars

abtenef informacidn sobre f programa (por ejemple. Brafle. et

‘grandada. grabacidn de aucio ¥ lenguate de seflas amencanc)

‘acimiistra o programa o con sl TARGET Canlor gl USDA al (202)
720-2600 (voz y TTY) & comunicarse can sl USDA @ través del
Sarviia Federal da Transmiaién de Informacién af (800) £77-833

Complete a Form AD-3027,
Complaint Form, which can be oblained oniine, at

sweow.uadn, gow/aitesielaultTles/dosuments/usda: program:
escriminaon-complaint form. g, rom any USOA office, by

o queja por ama, el
reclumants debe compietar un formulsrio AD-3027. Fomularia de
‘ez por discriminacitn del programa del USDA. qu= so pusde
abtenar en lnea. en

Gallrg (868) 632-9992. o y writing @ later USDA.
“The latter must contain the complainant's name. addross,
telephona numoer, and a witten descrption of the alleged
chscriminatory mcbon in suffcient detai o inform the Assistant
Secretary for Cifl Rights (ASCR) about fhe nature and date of an
legiect civi fights wolstion, The cormpleted AD-3027 forrm or
letier mus! be submiied 1o USDA by.

mai;

1S, Deparment of Agricuturs

Ofiice of the Assistant Sacretary for Civil Rights

1400 Independence Avenue, SW

Washington, D.C. 20260-9410; or

fax:
(833) 256.1665 or (202) 890.7442;

email:
program.intake@unda gov,
“This Institution is &N equal opporuNty provider

SCEMONCOTpiBINE o O, & el USDA
iamarits al (848 632.9983, 0 escriisrsto Ura cara dirgida &)
USDA Ln cartn debe contoher o namére, la seecée y of
nimoro da tekfon dol ractamanis, y una descrpodn sscria de
"

a
s Dorocnoa Clilss (ASCR, por 6Us sigias 61 inglés) sabm 1a
naturalezay 10 fecha g 1a presunta viokacion do los derachos
avin La cata o al formuline AD-3027 completada debe snviars.
al LISDA por media de

correa postal:

US Degartient of Agricullize

Offics of the Assstant Sacretary for Givil Rignts

1400 |nceparidance Averue. SW

Washinglan, D.C. 202608410 o

(B33) 256-1655 0" (202) 690-7442.
correo slectranico:

progrm inisknBusda gav

st inslicion ofrece igishidad du oporinlda
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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, gender identity (including gender expression), sexual
orientation, 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 USBA (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 responsible Agency or USDA's TARGET Center at (202) 720-
2600 (voice and TTY) or contact%JSDA through the Federal Relay Service at (gOO) 877-8339. 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
rovide in the letter all of the information requested in the form. To request a copy of the complaint form, call (866) 632 -
8992. Submit your completed form or letter to USDA by: (1) mail: U%. Department of Agriculture, Office of the Assistant
Secretarr for givil Rights, 1400 Independence Avenue, SW, Washington, D.C. 20250-9410; (2) fax: (202) 690-7442; or

(3) email: program.intake(@usda.gov.

Limited Nondiscrimination statement:
USDA is an equal opportunity provider, employer, and lender.

\'e
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Agencies must take reasonable steps to provide appropriate information and services in
alternative formats for persons with disabilities and in the locally appropriate
language(s) for people with Limited English Proficiency (LEP) to grant meaningful

access to services.

Examp|es of Reasonable Accommodations for Disabilities:

— Facility Enhancements such as installing a ramp, modifying restrooms, and or
workspace/ service space

— Ensuring computer or intake software is accessible
— /\/\aking materials available in Braille or |arge print

— /\/\odifying policies to allow for service or emotional support animals

The mission ofthe Central Texas Food Bank is to nourish hungry people and lead the community in ending hunger.



Limited English Proficiency (LEP)

If English is not your primary language and you have difficulty
communicating effectively in English, you may need an interpreter
or document translation in order to have meaningful access to
programs funded by the Department of Health and Human
Services (HHS). Title VI of the Civil Rights Act of 1964 requires
recipients of Federal financial assistance to take reasonable steps to
make their programs, services, and activities accessible by eligible
persons with limited English proficiency.

\'e
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What constitutes reasonable steps to assure meaningful access will be contingent on a
number of factors. Among the factors to be considered are:

* The number or proportion of LEP persons eligible to be served or likely to be
encountered by the program or grantee;

* The frequency with which LEP individuals come in contact with the program;

* The nature and importance of the program, activity, or service provided by the
program to people’s lives;

* Andthe resources available to the partner agency and costs

\'e
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. Comphance Reviews are done routmely to verncy that partner

. agencies are following all laws, regulations, and program policies to

. . Uphold civil rights
8 » Ensure program compliance and standards
= ¢ Investigate reported problems

. ¢ Determine whether to operate a site during the following
. program year

* Verify and ensure proper use of USDA foods

i R L || e WRRF ™ <R | SELEE T U T .
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CTFB must record and track compliance or operational issues
on their compliance monitor forms. If the monitor review reveals
problems, CTFB must take appropriate action to correct the
non-compliance. If a TEFAP non-compliance is found, a
request for corrective action will be issued and will include the
following:

— Addescription of each finding

— The policy citation associated with each finding (if necessary)

— Recommendations for achieving corrective action

— Due date of the corrective action

T s AR | LR e IR .
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. Providing quality customer service is |<ey to meeting the

needs Oi: your CUSLOMRRETE,

* For our programs, customers are: applicants, participants,

and the public.

* Customer service is effectively communicating with your
customers, responding to their needs, valuing their worth,
and instilling excellence through courtesy, confidence, and

enthusiasm.




To ensure you provide excellent customer service, consider these best practices:

* Treat customers with respect and dignity.

e Exercise good |istening skills by being attentive to the customer and their
needs.

* Learn to empathize with the customer, when necessary.

. Respond to questions in a non—threatening manner ensuring your voice and
tone are calm and clear.

* Communicate rules, rights, and responsibilities clearly and precisely.
. Recognize and appreciate that customers have many needs and few resources.

* Recognize changes in a customer’s demeanor, because it often signals the
person feels they have been treated in a rude, discourteous, or unfair manner.

\'e
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Using a win/win approach Is about changing the conflict from an
adversarial attack and defense to cooperation.

e Demonstrate empathy to he|p cultivate Fee|ings of openness
and positive rapport between people.

e Manace emotions internally and externally. It is vital to manage
g . "y . Y g
your own emotions and stick str|ct|y to the facts of the
complaint.

e Promote a vvi||ingness to resolve conflict by identifying barriers
to resolution for each person involved in the situation.

e Rememberthe person and the conflict are not the same.

e |facustomer filesa Civil Rights complaint or participates in an
investigation, it is unlawful to treat that person differently.

\'e
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. East Texas Food Bank

*  Texas Department of Agriculture | Food and Nutrition Division, Section 3, Managing the Program &
Section 6, Civil Rights

. USDA, Civil Rights Division, Food and Nutrition Service, Webinar Session, March 5, 2020:
e Civil Rights Training. The Emergency Food Assistance Program.

«  USDA, Cwil Rights Division, Food and Nutrition Service, Webinar Session, Date: Unknown: Civil Rights
Training, Child Nutrition Programs

. FNS Instruction 113-1

. Institution of Child Nutrition. (2020). Civil Rights in Child Nutrition Programs.

*  University, MS: Author.
*  Texas Department oFAgriculture ‘ The Emergency Food Assistance Program Handbook

\'e
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Annual Civil Rights Training Test

* Must get an 80% to pass

e Network Standards and Capacity Team will issue you a
certificate. Please |<eep training records In your file.

\'e
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