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Environmental Health Division

COVID-19 COMPLAINT INSPECTION & REFERRAL PROCESS

Complaint
received*

Complainant information, business A
type and general location, and
topic of complaint are entered into
the Department's complaint
database. Business specific
information (owner, business
name, address) is retained for later
entry into database if complaint is
verified. Complaint is then
assigned to designated staff.?

l

Designated staff:

1. Contact business operator via
telephone, email, or site inspection.
2.Explain the nature of complaint.

Initial
Inquiry
Response

Is No
complaint

valid?

Yes

1. COVID-19 Complaint

Investigation form is provided to ) o )
business operator as a 1st Business specific information

complaint®. previously retained is properly

2. Complaint database updated disposed.

18 with business specific information
and investigation results.

Complaint

Response l
Designated staff notify:

1) Complainant of results; and

2) City Manager, City Attorney and
Chief of Police that complaint

received/findings if within city
limits.

Designated staff:

1) Notify complainant of results;
and

2) Update complaint database
that complaint is not verified.

Complaint
closed

%
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2nd

complaint
received

All complaintinformation recorded into
complaint database for that business and
complaint is assigned to designated staff.
Designated staff contact business operator via
telephone, email, or site inspection and explain
the nature of complaint.

Is No

complaint
valid?

1. COVID-19 Complaint
Investigation form is provided to
business operator as a 2™
complaint’.

2. Complaint database updated
with investigation results.

3rd
complaint
received

All complaintinformation recorded into
complaint database for that business and
complaint is assigned to designated staff.
Designated staff contact business operator via
telephone, email, or site inspection and explain
the nature of complaint.

Is

Designated staff:

1) Notify complainant of results.

2) Update complaint database that
complaint is not verified.

Referral to City Mayor/
Manager, City Attorney, and
Chief of Police or Sheriff,
depending on jurisdiction,
for their follow-up; and CC
to District Attorney.

No
complaint >
valid?
1. COVID-19 Complaint
Investigation form is provided to
business operator as a 3
complaint’.
2. Complaint database updated
with investigation results.
3. Complainant notified of results.
Referral to the state
Referral to other agencies. licensing agencies via the
< All future complaints E— COVID19 State Multi-
referred. Agency Enforcement Strike
Team for their follow-up.

Complaint
closed as a
referral

Complaint
closed




NOTES:

1 Complaints may be submitted to the Department through one of the following methods:

A) Telephone: The main telephone line for the Departmentis: 707-784-6765;

B) Email: Complaints, including pictures, can be submitted to CovidComplaints@solanocounty.com

C) Web based complaint form: A web based COVID-19 complaint form is available at
www.solanocounty.com by clicking on “COVID-19 Reporting” listed under “Check out Solano”. The
complaint form can also be accessed directly by typing the following address into any web browser:

http:/Mmww.solanocounty.com/depts/rm/environmental_health/complaints/covid_complaint.asp.

All submission methods are staffed or monitored 8 am — 5 pm each business day (Monday through Friday).
Submissions made after hours or on holidays will be retrieved the next business day.

" The goal of the Department is to investigate each complaint and notify complainants regarding the outcome
within three business days of receipt of the complaint. Staff may contact the complainant to verify receipt of the
complaint and/or to obtain additional information to facilitate complaint response.

" The COVID-19 Complaint Investigation report left with the business details discrepancies from the state’s
Industry Guidance and provides web sites and contacts that may be useful for the business operator to obtain
information regarding compliance with the state Industry Guidance criteria.
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