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PURPOSE:

To provide instructions for processing complaints when a customer with Limited English Proficiency (LEP) believes meaningful access to the Clerk’s Office was not provided to them.
OBJECTIVE:
· Ensure Clerk’s Office staff make the Language Access to Services Complaint Form (Complaint Form) available to customers on demand.
· Ensure the Complaint Form is processed and internal review and response is completed within the 30-day timeline required by the Clerk’s Language Access Plan.
EVENT DRIVER:

· The Administrative Office of the Court’s template for Language Access Plans requires a documented formal complaint process for LEP customers who believe meaningful access to the Clerk’s Office was not provided to them in accordance with 
POL-ODIR-1012: Language Services Policy.
PROCEDURES: 
I. Customer Complaint:
1. When a customer asks to complain about language access to the Clerk’s Office, Clerk’s Office staff must do the following:
A. Obtain the Language Access to Services Complaint Form (Complaint Form) from the last two pages of the Language Access Plan (see the Reports/Forms section below for the link).
B. Print the form in English (or Spanish) and: 
a. If the complaint by the customer is In-Person: Hand it to the customer.

i. Ask the customer to complete the form and return it to the address on the form.

ii. Tell the customer they will receive a response from the Clerk’s Office within 30 days of the date the Clerk’s Office receives the completed form from the customer.
b. If the complaint by the customer is by email: email or mail it to the customer.
i. Ask the customer to complete the form and return it to the address on the form.

ii. Tell the customer they will receive a response from the Clerk’s Office within 30 days of the date the Clerk’s Office receives the completed form from the customer.
c. If the complaint by the customer is by telephone: email or mail it to the customer.

i. Ask the customer to complete the form and return it to the address on the form.

ii. Tell the customer they will receive a response from the Clerk’s Office within 30 days of the date the Clerk’s Office receives the completed form from the customer.
C. If the customer needs the form in a lesser-use language, explain to the customer through a translator that the Clerk’s Office needs to translate the form.
D. Through a translator, obtain an email or mailing address where the customer can receive the translated form.
E. Provide the Clerk’s Language Access Coordinator, Special Counsel, or other designee with the customer and language information and the designee will coordinate the translation and follow-up with the customer. 

II. Clerk’s Office Review of Complaint and Response:
1.  Upon receipt of a completed Complaint Form, a hardcopy of the Complaint Form must be stamped with the date and time of receipt.

2.  Deliver the stamped Complaint Form to the Clerk’s Language Access Coordinator, Special Counsel, or designee at mailcode DJC-GC.

3.  The Language Access Coordinator, Special Counsel, or designee must review the complaint, contact appropriate Clerk’s Office staff for further information when possible and helpful, and determine a response.

4.  The Language Access Coordinator, Special Counsel, or designee may coordinate the translation of Clerk’s Office information and materials one-time or as an ongoing remedy to a complaint.

5.  Within 30 days of the Clerk’s Office’s receipt of the completed Complaint Form, the Language Access Coordinator, Special Counsel, or designee must respond in writing to the customer who completed the Complaint Form. The response must state the Clerk’s Office’s findings and include a proposed resolution if the complaint has not been or cannot be resolved at the time of the response.
III. Records Retention of Complaint and Response:
1. The Language Access Coordinator, Special Counsel or designee will ensure the stamped Complaint Form and Clerk’s Office response are scanned and saved in the PAE folder on the Clerk’s Office Share Drive.

2.  The Complaint Form and Response are public records, available upon request, and will be maintained as correspondence concerning copies of records and information pursuant to the Superior Court Records Retention and Disposition Schedule in the Arizona Code of Judicial Administration, Section 3-402. 

POLICIES / RELATED DOCUMENTS:
· Superior Court Records Retention and Disposition Schedule Arizona Code of Judicial Administration, Section 3-402 
· POL-ODIR-1012: Language Services Policy
OTHER PARTIES INVOLVED:
· STAR Call Center

TIME / VOLUME:
· Varied
FREQUENCY:
· As needed
PERFORMANCE MEASURE:
· N/A
SYSTEM ACCESS REQUIRED:
· Clerk’s public website to print Complaint Form
· MS Outlook for incoming and outgoing email
· PAE folder on the Share Drive for retention of records
REPORTS / FORMS:
· Language Access Plan including the Language Access to Services Complaint Form ON THE LAST PAGE (Complaint Form)
DEFINITIONS:
· LEP: Limited English Proficiency 
· PAE: Public Affairs & Education

APPLICABILITY:
This procedure applies to all employees of the Clerk of the Court.
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