July 23, 1984	MP-1, Part I


	Chapter 15





CONTENTS





CHAPTER 15.  OFFICE OF INSPECTOR GENERAL COMPLAINT CENTER





PARAGRAPH	PAGE





PURPOSE	15-1





BACKGROUND	15-1





POLICY	15-1





DEFINITIONS	15-1





SCREENING FOR REFERRAL	15-2





PROCESSING REFERRALS	15-2





ACTION ON REFERRALS	15-2





REPORTING	15-2

















15-i

















�
July 23, 1984	MP-1, Part I


	Chapter 15





CHAPTER 15.  OFFICE OF INSPECTOR GENERAL COMPLAINT CENTER





PURPOSE





	To provide policy and procedures for the receipt and disposition of complaints or allegations made to the OIG (Office of Inspector General).





2.  BACKGROUND





	a.  The Inspector General Act of 1978 (Pub. L. 95-452, sec. 7(a)) authorizes the Inspector General to receive and investigate complaints or other information from an employee of the agency concerning the possible existence of an activity constituting a violation of law, rules, or regulations, mismanagement, gross waste of funds, abuse of authority or a substantial and specific danger to the public health and safety.





	b.  The Inspector General’s Complaint Center, formerly known as the VA Employee’s Hotline, was established on February 15, 1979, to receive and followup on complaints about the agency or its employees.  The Complaint Center is located in the OIG, VA Central Office, Washington, DC and has the capacity of accepting FTS or toll-free calls 24 hours a day.  The telephones are staffed from 8 a.m. to 4 p.m. eastern time on workdays.  Telephone calls are recorded during nonduty hours.





	c.  The Complaint Center may be reached on the following telephone numbers:





		FTS 8-373-5394


		Toll-free 800-368-5899





	d.  Mail may be addressed as follows:





		Office of Inspector General


		Complaint Center (53)


		Veterans Administration


		810 Vermont Avenue, NW


		Washington, DC  20420





3.  POLICY





	a.  VA employees are responsible for reporting any evidence or information that causes them to suspect the existence of fraud, theft of Government funds or property or other serious misconduct.  The information should be reported to the employee’s supervisor or field station Director, department head or staff office director.  If the employee thinks his/her interests would be endangered, the employee may telephone or write to the OIG Complaint Center instead.  The Complaint Center will accept any evidence or information of suspected wrongdoing or misconduct of the nature described in paragraph 2a.





	b.  The OIG Complaint Center will not take any action on telephone calls or letters describing employee grievances, discrimination complaints or EEO (Equal Employment Opportunity) matters.  Most job-related complaints can be resolved either through informal discussion with a supervisor or through established grievance procedures.  Certain matters may also be resolved under an appeals procedure where an appeal right is granted by law or regulation.  Employees are encouraged to use these channels.





	c.  The OIG is prohibited from disclosing the identity of an employee who has made a complaint or allegation without the employee’s consent, unless it has been determined that such disclosure is unavoidable during the course of the investigation.
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	d.  VA employees are prohibited from taking or threatening to take any action against another employee as reprisal for making a complaint or disclosing information to the OIG.





	4.  DEFINITIONS





	a.  Abuse.  Seriously improper practice or corrupt action which do not involve prosecutable fraud, e.g., knowingly furnishing services to ineligible beneficiaries; providing excessive services; violating program regulations.





	b.  Allegation.  An oral or written charge of wrongdoing.





	c.  Complaint (Consumer).  A written or oral communication from any member of the public who receives, participates in, benefits from, is interested in or is affected by goods, services or programs provided by the agency, the communication of which expenses dissatisfaction with a program, policy management or service.





	d.  Complaint (Employee).  A written or oral communication from an employee concerning the possible existence of an activity constituting a violation of law, rules or regulations, mismanagement, waste of funds, abuse of authority, or substantial and specific danger to the public health and safety.





	e.  Fraud.  Theft by deception which results in loss or damage to another.





	f.  Mismanagement.  Failure to accomplish the goals and objectives of the activity or organization through the personal fault of those entrusted with managing the activity or organization including its resources.





	g.  Waste.  To spend monies or use resources inappropriately or inefficiently without gaining proper, reasonable or normal return.





5.  SCREENING FOR REFERRAL





	a.  All complaints or allegations received by the Office of Inspector General will be given due consideration recognizing that employees and the general public can be valuable sources of information about fraud, waste and mismanagement.





	b.  Referrals for appropriate action will be made when there is reasonable belief that a violation has occurred or will occur.  Referrals will not be made when complaints or allegations appear groundless, frivolous, or the Office of the Inspector General is unable to determine any facts upon which to act.





6.  PROCESSING REFERRALS





	The Office of Inspector General Complaint Center staff will perform all administrative functions associated with receipt, referral, tracking and disposition of complaints or allegations received.  After initial screening, referral is generally based on the following criteria:





	a.  The Office of Inspector General will conduct inquiries into complaints or allegations implying serious personal misconduct, criminal activity, abuse, reprisal, serious mismanagement, substantial waste of resources or serious shortcomings in program controls.
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	b.  Complaints or allegations implying employee misconduct, safety or security violations, quality of medical care, isolated instances of abuse, prohibited personnel practices, fraud, theft, waste or mismanagement not of major magnitude, or other employee or consumer complaints outside the scope of the Inspector General’s mandate are referred for action to appropriate department or staff offices.





	c.  Depending on the nature or complexity of a complaint or allegation, the case may require multiple referrals to adequately examine and respond to the issues presented by the complainant.





7.  ACTION ON REFERRALS





	Department heads, Associate Deputy Administrators or staff office directors will identify a single point of contact to assign and monitor actions taken on referrals from the OIG and to assure the following functions are accomplished by appropriate staff in a timely manner:





	a.  Review the complaint or allegation for personnel, management or program implications.





	b.  Determine additional facts and circumstances about the complaint or allegation in sufficient depth to assure management of the validity or invalidity of the complaint or allegation.





	c.  Report to the Inspector General’s Office the details and the corrective action taken if facts substantiate the allegation.





	d.  Complaints which are not serious in nature but require a response to the complainant, will be responded to by the action department head, Associate Deputy Administrator or staff office director.  No report to the Inspector General’s Office will be requested.





	e.  Complaints or allegations will not be disclosed to employees not having a “need to know” or to other unauthorized persons.





8.  REPORTING





	a.  Reports should be prepared addressing each complaint or allegation contained in the referral.  The report will state facts of the matter and whether the complaint or allegation was substantiated or unsubstantiated.  In the case of substantiated allegations, state what administrative, disciplinary or other form of corrective actions have been taken.  Include as attachments any related correspondence or documentation to support the findings and conclusions.





	b.  Reports are due within 3 weeks of receipt of referral unless an earlier date is necessary.  The response due date will be shown on the referral.  Reports are to be sent to the OIG Complaint Center (53).  The referral will be returned with the report.





	c.  If a report cannot be completed on time, the OIG Complaint Center should be advised what initial steps have been taken, and when a final report can be expected.  Followup notices will be sent to appropriate action offices by the OIG Complaint Center on pending cases at 30-day intervals until disposition is completed.





