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The Benzie Transportation Authority recognizes that its employees are responsible for their conduct when interacting with other employees and citizens of our community.  It is essential to the safety of our community that the relationship between the employees of the Benzie Bus and the public that we serve is built on confidence and trust.

The complaint process is intended to deal with each complaint fairly and on a factual basis.  Anyone who files a complaint will be treated respectfully, and their accusations will be taken seriously.  

Informal Complaint – Informal Complaints may be written or orally submitted personally or via telephone to the Executive Director.  
Formal Complaint – Formal Complaints must be submitted in writing and signed by the complainant.
How do I file an informal complaint?
Contact the Executive Director at the Benzie Bus and indicate that you want to file an informal complaint.  Be prepared to give the following information:
· Your name, mailing address, and how to contact you (i.e., telephone number, email address, etc.) 

· Who, what, when, where and why you are filing a complaint. Include the location, names and contact information of any witnesses. 

· Other information that you deem significant 
The complaint will be investigated by the Executive Director, who will then contact you to discuss the results of the complaint and action, if any, that will be taken.  If you are not satisfied with the results of your informal complaint, you may then file a formal complaint.

Complainants may also attend any regularly scheduled Board of Directors meeting of the Benzie Transportation Authority and personally present their complaint to the Board during public comment, or may ask to be placed on the agenda.

How do I file a formal Complaint?

The complainant may file a signed, written complaint including the following information: 

· Your name, mailing address, and how to contact you (i.e., telephone number, email address, etc.) 

· Who, what, when, where and why you are filing a complaint. Include the location, names and contact information of any witnesses. 

· Other information that you deem significant 
The complaint form may be used to submit the complaint information.  The complaint must be filed in writing with the Benzie Transportation Authority at the following address:

The Benzie Transportation Authority
12762 Honor Highway, PO Box 341

Honor, Michigan  49640
Complainants may also attend any regularly scheduled Board of Directors meeting of the Benzie Transportation Authority and personally present their complaint to the Board during public comment, or may ask to be placed on the agenda.

What happens to the complaint once is it submitted?

The Executive Director of the Benzie Transportation Authority will investigate the complaint and shall also provide appropriate assistance to complainants, including those persons with disabilities, or who are limited in their ability to communicate in English.  The Benzie Transportation Authority shall make every effort to address all complaints in an expeditious and thorough manner.
A letter acknowledging receipt of the complaint will be mailed within seven days. Please note that in responding to any requests for additional information, a complainant's failure to provide the requested information may result in the administrative closure of the complaint.
Complainants may also attend any regularly scheduled Board of Directors meeting of the Benzie Transportation Authority and personally present their complaint to the Board during public comment, or may ask to be placed on the agenda.

How will the complainant be notified of the outcome of the complaint?

The Executive Director of the Benzie Transportation Authority will send a final written response letter. 
If a letter complainant receives a letter notifying them that the complaint is not substantiated, the complainant is also advised of his or her right to 1) appeal within seven calendar days of receipt of the final written decision from the Executive Director.  The complaint will then be presented to the Board of Directors of the Benzie Transportation Authority for review.  The Board of Directors will review the complaint and subsequent investigation and will send written response to the complainant along with an administrative closure.  Every effort will be made to respond to complaints within 60 working days of receipt of such complaints, if not sooner.
