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Standard Operating Procedure (SOP)

Example Complaint Scenarios

I.  Pollution problems which fall outside of Agricultural Pollution Abatement Rules.
Scenario A: Verbal complaint regarding a fly problem  

A landowner stops in the SWCD office to inform you that her neighbor, Joe Farmer, is creating a fly problem at his hog operation.  The landowner says that the flies are so bad they cover the whole side of the house and are leaving black spots on everything.

Recommended course of action:

1. Listen to the landowner’s complaint and what is being requested.

2. Explain the pollution abatement rules.  The DWSC and local SWCD office only have jurisdiction over agricultural and silvicultural operations that are causing a water pollution problem from sediment or manure contamination.  This includes water contaminated with manure such as storm water lot runoff and milkhouse wastewater.

3. Suggest that the landowner contact the local health department, who has authority over fly infestations.  

4. Offer to contact Joe Farmer and offer assistance, such as development of a nutrient management plan (CNMP).

5. Contact Joe Farmer and make him aware of the complaint against his operation and offer your assistance.  Offer to come out, review his operation to determine the severity of his fly problem.  

6. Document the complaint.  Fill out the Pollution Investigation Report (PIR).  

7. File the documentation in the District files.

Scenario B: Verbal complaint regarding an odor problem  

You receive an anonymous phone call the morning of July 5th.  The caller does not want to give a name or address but wants to report a strong manure odor coming from a crop field near the intersection of Rd. 1 and Rd. A.  The very upset caller said that manure was applied during the night on July 3rd and he had to cancel a family picnic on the 4th of July.   

Recommended course of action:

1. Listen to the landowner’s complaint and what is being requested.

2. Try to obtain more information from the caller, such as:  Who owns/farms the property?  Has the field been worked since the manure was applied?

3. Explain the pollution abatement rules.  The DWSC and local SWCD office only have jurisdiction over agricultural and silvicultural operations that are causing a water pollution problem from sediment or manure contamination This includes water contaminated with manure such as storm water lot runoff and milkhouse wastewater.

4. Offer to do some further investigation of the problem.

5. Contact the landowner and make him/her aware of the complaint against his operation.  Offer your assistance to the producer whose manure was applied to the crop field and encourage them to attend an upcoming LEAP training.

6. Document the complaint.  Fill in the PIR.

7. File the documentation in the District files. 

II.  Pollution problems, which are addressed by the Agricultural Pollution Abatement  

     Rules.

Scenario A: Verbal notice regarding a fish kill caused by a manure spill. 

On the office answering machine one morning is information regarding pollution in a local creek.  The message says that the water is discolored; the caller indicates that there are numerous dead fish floating in the creek behind his house.  

Recommended course of action:

1. Contact the caller on the answering machine to gather more information.

2. Explain to the landowner the District’s role in the State’s Agricultural Pollution Abatement Program. 

3. Explain the written complaint process and authority that Soil & Water Districts have in verifying and resolving complaints.

4. If caller doesn’t want to put the complaint in writing offer then to follow up with an investigation.

5. If during the investigation a problem does exist, contact other agencies who need to be notified such as Division of Wildlife, OEPA-DERR Hotline, downstream water treatment plants, etc.

6. If the source of the problem falls under our rules, meet with the landowner responsible and find out what happened.  

7. Explain the pollution abatement rules.  The DWSC and local SWCD office have jurisdiction over agricultural and silvicultural operations that are causing a water pollution problem from sediment or manure contamination.  This includes water contaminated with manure such as storm water lot runoff and milkhouse wastewater.  

8. Inform the operator that he/she is in violation of the Ohio Administrative Code 1501 rules; indicate which specific rule(s).  Also inform the operator if the rule violation requires them to apply for an NPDES permit.  

9. Explain what services the district offers and what assistance you can provide.

10. Recommend needed corrective measures.

11. Establish a time frame for both temporary and permanent practice implementation.  

12. Document the complaint.  Fill in the PIR and the corresponding report forms.

13. File the documentation in the District files. 

14. If the problem is not corrected in the time frame established, contact your   

           RMS to begin working through the formal complaint process.

Scenario B: Written complaint regarding manure discharge.  Complaint lacks required  

                     elements.

Your office receives a letter in the mail concerning a possible water pollution problem.  The letter identifies a producer who has a holding pond, which has exceeded its capacity.  The manure is said to be overflowing into a swale and flowing into the road ditch.  A return address label is stuck to the bottom of the letter, but a signature and the date are not included with the letter.

Recommended course of action:

1. Contact the sender of the letter and discuss the problem indicated in the letter.

2. Explain to the landowner the Districts role in the State Agricultural Pollution Abatement Program.  

3. Explain the written complaint process and authority that Soil & Water Districts have in verifying and resolving complaints. Inform the sender that in order for you to enforce the OAC 1501 rules, she will need to sign and date the letter.  

4. If caller doesn’t want to put the complaint in writing offer then to follow up with an investigation

5. Contact the producer in question; inform him/her of the complaint, and the need for SWCD to conduct an investigation.  Investigation should be completed within 5 business days of receiving the complaint. 

6. If no discharge or rule violation exists, skip to step 12.  If a rule violation exists continue with step 7.  

7. Explain the pollution abatement rules.  The DWSC and local SWCD office have jurisdiction over agricultural and silvicultural operations that are causing a water pollution problem from sediment or manure contamination.  This includes water contaminated with manure such as storm water lot runoff and milkhouse wastewater.  

8. Inform the operator that he/she is in violation of the Ohio Administrative Code 1501 rules; indicate the specific rule(s).  Also inform the operator if the rule violation requires him/her to apply for an NPDES permit.  

9. Explain what services the district offers and what assistance you can provide.

10. Recommend needed corrective measures.

11. Establish a time frame for both temporary and permanent practice implementation.  

12. Document the complaint.  Fill in the PIR and the corresponding report forms.

13. File the documentation in the District files. 

14. If the problem is not corrected in the time frame established, contact your RMS to begin working through the formal complaint process.

15. If the sender of the letter makes the necessary changes to the letter to meet the guidelines in the rules for a formal complaint letter, follow the guidelines above with the following changes: Send the Division of Soil and Water a copy of the complaint within 5 business days receipt of the complaint.  Send a copy of the PIR and supporting documentation to the Division within 10 business days or receipt of the complaint. 

Scenario C: Agricultural Sediment Complaint

You receive a phone call from a very irate person. The caller indicates that he is currently in the process of building his dream home.  The caller goes on to say that last night the area where he lives received a large amount of rainfall in a short period of time.  Across the street from his property, a farmer had worked and planted his field following the slope.  He also planted alongside the road ditch, opposite of the caller’s property and had left little to no buffer strip. The caller complains that the runoff washed so much soil from the farmer’s field that it plugged the culvert in the ditch opposite of him forcing water and mud across the road and into his basement.

Recommended course of action:

1. Listen to the caller’s complaint and what they are requesting.

2. Explain to the caller the District’s role in the State Agricultural Pollution Abatement Program.  Explain the written complaint process and authority that Soil & Water Districts have in verifying and resolving complaints.

3. If caller doesn’t want to put the complaint in writing offer to follow up with an investigation.  

4. Contact the farmer prior to site investigation, explain the reason for the call, and ask if District can come out and review his/her operation.

5. If during the investigation of the complaint, a violation of the Ohio Administrative Code (OAC) 1501 rules or other applicable rules is discovered, the District will inform the owner/operator of such.  District will complete a Pollution Investigation Report (PIR) and sediment report form and place in the District file.  

6. The District will work with the owner/operator to identify and recommend needed corrective measures (installation of BMP’s and/or changes in management) that will resolve the violation.

7. The District, with input from the owner/operator, will establish a time schedule for both temporary and permanent corrective measure(s) implementation.  The District’s recommendations should be made a part of operators file and reviewed with the Board of Supervisors at its next regular meeting.  

8. The District will work with the operator during the corrective period; however, if progress to eliminate a violation is not satisfactory in the judgment of the District, contact your RMS to begin working through the formal complaint process.  

Additional Comments/Issues:

1. What do you do if you have a chronic complainer and no rule violation?

           Refer to your District’s policy regarding chronic complainers.

2. What should be done if you receive a complaint in the form of an email? Treat the e-mail complaint like a verbal complaint unless the e-mail comes from the Division of Soil and Water.  (See section 1501:15-5-15, paragraph C of the Agricultural Pollution Abatement Rules and Standards)  Complaints in the form of an e-mail from the Division should be treated as written complaints. 

