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Civil Rights



Illinois Department of Human Services

USDA Civil Rights 2024



Acknowledgement

▪ I want to THANK YOU  for all you do to help 
prevent hunger in your community. 

▪ Your work and volunteerism does not gone 
unnoticed and is appreciated by those you 
serve and by us here at the State. 



Civil Rights Attendance 
Log 



TEFAP Distribution Site staff and volunteers: Please ensure you sign the 
attendance sheet pictured below.  This training is required annually and the 
attendance log will be submitted to IDHS.

Training Attendance Sheet

By signing, I acknowledge that I have completed the Civil Rights training and agree to 
the guidelines. 



Civil Rights and TEFAP Training

Civil Rights
This training has been formulated to convey policy and provide 
guidance to ensure compliance and prohibit discrimination.

The goals of Civil Rights are to: 

a. Ensure equal and consistent treatment for all applicants and participants. 

b. Provide knowledge of program participants’ rights and responsibilities, 

c. Eliminate illegal barriers that prevent or deter people from receiving benefits.

d. Promote dignity and respect for everyone.

Purpose



Agenda

• CIVIL RIGHTS
• Program Authorities
• Understanding Discrimination of the Protected Classes
• Additional Types of Discrimination
• Examples of Discriminatory Acts
• Civil Rights Scenarios
• Customer Service and Conflict Resolution
• 6 Areas of Civil Rights Compliance



Program Authorities

• Title VI of the Civil Rights Act of 1964
• Race, Color, and National Origin

• Civil Rights Restoration Act of 1987 
• Clarifies the scope of the Civil Rights Act of 1964

• Section 504 of the Rehabilitation Act of 1973 & Americans w/Disabilities Act (ADA) of 1990 and 
ADA Amendments Act of 2008
• Disability

• Title IX of the Education Amendments of 1972 
• Sex

• Age Discrimination Act of 1975
• Age

• 7 CFR 15(a)(b)(c)
• USDA implementing regulations for Federally assisted programs

• 7 CFR 16, “Equal Opportunity for Religious Organizations”
• Gives equal footing to religiously affiliated organizations and beneficiaries freedom from 

religious discrimination.
• 28 CFR 35

• Covers nondiscrimination based on disability in State/local government services (public 
entities)

• 28 CFR 42
• Covers nondiscrimination in Federally assisted programs



Program Authorities

• Executive Order 13166 
• -"Improving Access to Services for Persons with Limited English Proficiency" (65 FR 50121, 

August 11, 2000)

• Executive Order 13988
• “Preventing and Combating Discrimination on the Basis of Gender Identity or Sexual 

Orientation” (86 FR 7023, January 20, 2021)

• “USDA Guidance to Federal Financial Assistance Recipients Regarding the Title VI 
• Prohibition Against National Origin Discrimination Affecting Persons With Limited English 

Proficiency (79 FR 229, November 28, 2014)

• USDA Departmental Regulation 4300-003
• Equal Opportunity Public Notification Policy

• USDA Departmental Regulation 4330-002
• Prohibits discrimination in programs and activities funded in whole or in part by the USDA

• FNS Instruction 113-1 and Appendix C 
• Civil Rights compliance and enforcement

• The Emergency Food Assistance Act of 1983 (Public Law 98-8), as amended.(TEFAP)
• 7 CFR Parts 250 & 251 (TEFAP)

Program Authorities (con’t)



Understanding 
Discrimination in the 
Protected Classes



Understanding Discrimination in the Protected Classes

Race

Color

National Origin

Sex

Disability

Age

Protected Classes

Our neighbors are shielded against discrimination for the following
6 protected classes under federal law.



Understanding Discrimination in the Protected Classes

Differing treatment of individuals or a group of individuals of a 
protected class; either intentionally, by neglect, or by the 
actions or lack of actions due to the individual(s) being a 
member of a protected class.

• USDA prohibits discrimination against its customers. The
customers may file a complaint if they suspect or experience 
discrimination.

• The Office of the Assistant Secretary for Civil Rights (OASCR), 
through the Center for Civil Rights Enforcement, will 
investigate and resolve complaints of discrimination in 
programs operated or assisted by USDA.

What is discrimination?



Understanding Discrimination in the Protected Classes

Race discrimination occurs when an applicant or 
employee/volunteer is treated differently based on ancestry, 
physical, or cultural characteristics associated with a certain race, 
such as skin color, hair texture or styles, or certain facial features.

TEFAP is exempt from race and ethnicity data collection          
(FNS Instruction 113-1, Appendix C, Section D) 

Race Discrimination

Federal data on race and ethnicity uses these five racial categories:
American Indian or Alaska Native; Asian; Black or African American; Native 
Hawaiian or Other Pacific Islander; and White; “Hispanic or Latino” and “Not 
Hispanic or Latino” (select 1)

https://www.fns.usda.gov/cr/fns-instruction-113-1


Understanding Discrimination in the Protected Classes

• Color discrimination occurs when an applicant or 
employee/volunteer is treated differently from others 
based on his/her skin pigmentation (lightness or 
darkness of the skin), complexion, shade, or tone. 

• Color discrimination can occur between persons of 
different races or ethnicities, or even between persons of 
the same race or ethnicity. 

Color Discrimination



Understanding Discrimination in the Protected Classes

• National origin discrimination involves treating applicants or 
employees/volunteers unfavorably because they are from a particular country 
or part of the world, because of ethnicity or accent, or because they appear 
to be of a certain ethnic background (even if they are not).

• It can also involve treating people unfavorably because they are married to 
(or associated with) a person of a certain national origin.

• Discrimination can occur when the victim and the person who inflicted the 
discrimination are of the same national origin.

National Origin Discrimination



Understanding Discrimination in the Protected Classes

• Disability discrimination includes treating an applicant or 
employee/volunteer unfavorably based on a person’s physical or 
mental impairment which substantially limits one or more 
*major life activities, the person has a record of such an 
impairment, or is regarded as having such an impairment. 

*Major life activity defined: A function such as caring for oneself, performing manual 
tasks, walking, seeing, hearing, speaking, breathing, learning and working, also 
functions of the immune system, normal cell growth, digestive, bowel, bladder, 
neurological, brain, respiratory, circulatory, cardiovascular, endocrine, and 
reproductive functions (ADA Amendments Act of 2008.)

Disability Discrimination



Understanding Discrimination in the Protected Classes

• Sex discrimination involves treating an applicant or 
employe/volunteer unfavorably because of that person's sex, 
sexual orientation, gender identity, or pregnancy.

Sex-Based Discrimination | U.S. Equal Employment Opportunity Commission (eeoc.gov)

Sex Discrimination

https://www.eeoc.gov/sex-based-discrimination


Understanding Discrimination in the Protected Classes

• Age discrimination involves treating an applicant or 
employee/volunteer unfavorably based on age.  It also means 
excluding people over 40 from participation in, denying the 
benefits of, or subjecting to discrimination under any program or 
activity receiving Federal financial assistance.

Age Discrimination



Additional types of 
Discrimination

(these are not federally protected classes for the 
TEFAP program, but a complaint can still be filed).



Additional types of Discrimination

• Religious discrimination involves treating an applicant or 
employee/volunteer unfavorably because of his or her religious beliefs. The 
law protects not only people who belong to traditional, organized religions, 
such as Buddhism, Christianity, Hinduism, Islam, and Judaism, but also others 
who have sincerely held religious, ethical or moral beliefs.

• Religious discrimination can also involve treating someone differently because 
that person is married to (or associated with) an individual of a particular 
religion.

• Religious Discrimination | U.S. Equal Employment Opportunity Commission (eeoc.gov)

Religious Discrimination

https://www.eeoc.gov/religious-discrimination


Limited English Proficiency (LEP)

Discrimination against individuals who do not speak 
English as their primary language and who have a 
limited ability to read, speak, write, or understand English.

Additional types of Discrimination



Additional Types of Discrimination

Resources for LEP Neighbors:
You must take reasonable steps to provide program 
information, materials and services to persons with 
LEP.

The "I Speak" resource document is available to 
help identify the primary language of non-English 
speakers.

https://www.fns.usda.gov/civil-rights/ispeak

Please check the USDA FNS website for additional 
resources in multiple languages 
www.fns.usda.gov/tefap 

The IDHS help line can connect your client with an 
interpreter and offer other types of assistance in 
English and Spanish:  (800) 843-6154  



Examples of 
Discriminatory Acts



Examples of Discriminatory Acts

• Serving a non-minority before a minority who had arrived first. Or, crossing the 
street, going on break, or clutching personal belongings when in the presence of a
minority.

• Saying epithets or discriminatory phrases based on stereotypes of protected 
classes such as: Oriental, Colored, the N-word, or Thug, or referencing gang 
involvement. Suggesting that someone is a welfare-queen or Indian giver. Saying:  
“That’s so gay.” “She welshed on the bet.” “You people …” “We got gypped.” “That’s 
so ghetto.” Also, imitating accents or dialects is offensive and unallowable behavior. 

• Making malicious jokes about racial stereotypes and saying that,  “It’s all in good 
fun” or “it was just a joke”.

• Assumption of someone’s abilities or lack thereof due to their race or national 
origin. “You’re good with IT and computers, right? Can you help me with my 
logon?”

Partially Adapted from: Wing, Capodilupo, Torino, Bucceri, Holder, Nadal, Esquilin (2007). Racial Microaggressions in Everyday Life: Implications 

Discriminatory Acts



Civil Rights Scenarios



Civil Rights Scenarios

• A group of native Pacific Islanders moved to the Austin neighborhood in 
Chicago (which is 75% African American) from Hawaii after the Lahaina fires 
destroyed their homes. 

• Moana arrived from Hawaii last year and was excited that there was an influx of 
people from her Hawaiian community that resettled near her home.  She 
decided to give back by volunteering at the Austin pantry where she befriended 
Daisy, a fellow Pacific Islander.  

• One day, while Moana was volunteering, Daisy had just dropped her kids off to 
school and was running late to pick up her food box because of traffic. Moana 
put a food box aside for Daisy and told the Black neighbors in line that the food 
pantry was out of boxes. 

• Once Daisy arrives, Moana serves Daisy in front of the neighbors who did not 
receive food.

1. Reflect on this scenario. What could Moana have done differently to 
avoid the risk of violating the Black neighbors’ civil rights? If you have 
witnessed a similar event, what was the outcome? 



Civil Rights Scenarios

• The city of Chicago has an influx of new arrivals residing in 
shelters from Venezuela. The shelter is in a predominantly Asian 
community. The Asian neighbors and volunteers are upset that 
they must share food with the new arrivals. 

• The volunteers refuse to serve the Venezuelans saying, "You 
already receive prepared food from the city!"

2.  Reflect on this scenario. How can this be addressed?     



Civil Rights Scenarios

• A neighbor tries to speak with a volunteer at a food 
pantry in a language other than English, but the 
volunteer cannot understand her. The volunteer 
apologizes in English and says, "We do not have anyone 
available who speaks your language".

• The neighbor leaves without being served.

3.  Have you seen this occur at a TEFAP site? How could this have 
been handled differently? What resources can be used to better 
serve this neighbor?



Civil Rights Scenarios

• Ms. Poppy shops at the food pantry monthly to help supplement 
food at her family's household. She has four children and takes 
care of her two aging parents.  

• The staff and Ms. Poppy have good rapport because she has been 
a regular shopper for the last five years. When she arrives at the 
food pantry, the staff greets her and asks "Ms. Poppy, are you 
pregnant AGAIN?"

4.  Have you seen this type of violation occurring at the TEFAP 
sites? How could have this been handled better?



Civil Rights Scenarios

• A neighbor in a wheelchair complains that the site 
where he was told to pick up his food package is not 
accessible because it does not have a wheelchair ramp.

5.  Have you seen this type of violation occurring at TEFAP sites? 
What steps should be taken in this situation? 
How can this person be accommodated?
If accommodations are not made, then is this a Civil Rights 
violation?



Civil Rights Scenarios

• Mr. Larry travels to the food pantry monthly and slowly pushes his 
cart. It takes him tremendous effort to get from his house to the 
pantry and return home. 

• The volunteer sees Mr. Larry struggling during his shopping visit, 
and says to him, "You HAVE to get a proxy!"

6.  Have you seen this type of violation occurring at TEFAP 
sites? Have you been in this situation before? How could this 
have been handled differently?



Civil Rights Scenarios

• A neighbor complains that the church where she 
picks up her food requires her to participate in a 
prayer service before taking her food home.

• Per 7 CFR Part 16.4: 

• Organizations may not engage in explicitly religious activities as part of TEFAP or CSFP. This 
includes activities that involve overt religious content, such as worship, religious instruction, or 
proselytization.

• If there is an explicitly religious activity that takes place at the distribution site, it must be separate 
in time or location from the provision of TEFAP or CSFP services.

7.  Have you seen this type of violation occurring at TEFAP 
sites? Is this an allowable act?  What can you do to resolve 
this issue?



Civil Rights Scenarios

• Jane, a volunteer at a local pantry, is running low on TEFAP 
foods. There are only a few people left in line, but she realizes 
that she will not have enough to provide to the elderly lady at 
the end of the line.

• Ahead of the elderly lady, two well-dressed men wearing nice 
watches and clothes are talking and laughing. Jane decides to 
set aside a box for the elderly lady and tells the men in front of 
her that the pantry has run out of food. 

• She waves to the elderly lady to alert her that she has a box for 
her after the men have left. 

8.  Have you seen this type of violation occurring at TEFAP 
sites? Is this an allowable act?  What can you do to resolve 
this issue?



Customer Service and 
Conflict Resolution
What are some effective ways to provide 
good customer service and resolve conflicts?



Customer Service and Conflict Resolution

Customer Service: Making a Difference

• Treat all persons with dignity and respect
• Answer questions in a voice that is non-threatening
• Find and use tools and techniques to improve customer service
• Recognize that participants have varied needs and (sometimes) few 

resources
• Notice when a person feels they have been treated in a unacceptable 

manner
• Develop good listening skills
• Look at things from others’ perspectives
• Learn to deal with a dissatisfied customer
• Improve customer satisfaction
• Ask yourself, “Am I treating this person in the same manner as I treat 

others?”



Customer Service and Conflict Resolution

Conflict Resolution:  Key Points

• Typically, customers who are behaving in a difficult manner 
usually have not had their expectations met or do not fully 
understand the role of the worker.

• Often, the customer is focused on getting immediate 
assistance with solving a problem and does not feel the worker 
is helping.

• Generally, people do not want to be difficult or argumentative 
with a caring individual. The customer may not be aware of 
how their negative behavior is affecting others.



Customer Service and Conflict Resolution

Conflict Resolution:  Communication components to defuse a 
difficult situation…

• Words
• Tone of Voice
• Body Language
• A combination of these components when having face-to-face 

interactions with our customers. 
• Each component “says” something to our customer. 

More than 93% of all communication is nonverbal.
More on this: https://www.psychologytoday.com/us/blog/surprise/202003/the-
body-language-myth



Customer Service and Conflict Resolution

Conflict Resolution: Tips for working with 
people during difficult situations:

• Remain calm.
• State that you want to help and ask how you can be of assistance.
• Using information provided, determine what the issue is.
• Take time to try to understand the person’s point of view. Listen for details 

about the concern, situation, or request. Repeat the concern or request to 
make sure you understand the person’s expectations

• When appropriate, apologize for the situation.
• Offer solutions. Take responsibility for finding a solution, or for putting a 

solution into action.
• Don’t take the situation personally.
• Follow up. Personally make sure that the customer has been satisfied; and 

provide feedback.



Customer Service and Conflict Resolution

• If you have tried to assist the person by providing the best customer service 
you can, and the person remains argumentative or outright abusive, then do 
not allow yourself to be abused, and do not argue back. 

• Keep your own sense of self-confidence but remain helpful.

• Anytime you feel that someone is truly physically threatening, get away from 
the person and call the Police

Conflict Resolution  Tips



Six Areas of Civil Rights 
Compliance



Six Areas of Civil Rights Compliance

Six Areas of 
Civil Rights 
Compliance

• Public Notification

• Data Collection

• Annual Training

• Compliance Reviews

• How to recognize 
and handle Civil 
Rights Complaints 

• Assurances



Public Notification
• All FNS assistance programs must include a public notification 

system to inform applicants, participants, and potentially-eligible 
persons of:

• Program Availability 
• Program Rights and Responsibilities 
• The Policy of Nondiscrimination 
• The Procedure for Filing a Complaint  

Six Areas of Civil Rights Compliance



Elements of Public Notification

State agencies and their subrecipients must:

• Make program information available to the public upon request 
• Prominently display the “And Justice for All” poster
• Inform potentially eligible persons, applicants, participants and 

grassroots organizations of programs or changes in programs
• Convey the message of equal opportunity in all photos and 

other graphics that are used to provide program or program-
related information

• Notify persons with disabilities about the availability of 
reasonable modifications and auxiliary aids and services.

• Notify persons with LEP of their right to free language 
assistance services.

Six Areas of Civil Rights Compliance



“ And Justice for All” Poster

The poster is part of the public 
notification process and 
provides participant rights and 
responsibilities as well as 
information on filing a Civil 
Rights complaint.   

The poster must be displayed in 
a prominent location at the point 
of service and visible to all 
program volunteers and 
participants.
AD-475A 

Six Areas of Civil Rights Compliance



USDA Civil Rights & Non-Discrimination Training



Nondiscrimination Statement (Spanish)



Six Areas of Civil Rights Compliance

• This institution is an equal opportunity provider

• Esta institución es un proveedor que ofrece igualdad de oportunidades. 
(Spanish)

• *Can be used in special circumstances only 

(Ask your state TEFAP representative for more information about this).

• Translations available here:
• Nondiscrimination Statement | Food and Nutrition Service (usda.gov)

Nondiscrimination Statement (Short Version)

https://www.fns.usda.gov/cr/fns-nondiscrimination-statement


Six Areas of Civil Rights Compliance

The non-discrimination statement must be printed on all public 
material in accordance with the federal civil rights law and the 
USDA civil rights regulations and policies.

At a minimum, the full Nondiscrimination Statement 
must be on:

• Application form(s)
• Notification of eligibility or ineligibility
• Notification of adverse action
• Program (Home) webpage (or a link to it)
• Public information, including program literature



Six Areas of Civil Rights Compliance

TEFAP is exempt from race and ethnic origin data collection, per 
FNS Instruction 113-1 Appendix C, Section D, DATA    COLLECTION 
AND REPORTING  

Data Collection: 



Six Areas of Civil Rights Compliance

State agencies are responsible for training local agencies on an annual basis. 

• Includes “frontline staff” and those who supervise frontline staff
• New employees must receive Civil Rights training before participating in 

Program activities.
• Volunteers (if any) must also receive training appropriate for their roles and 

responsibilities.

Annual Training: 



Six Areas of Civil Rights Compliance

• Examine the activities of State agencies, subrecipients and 
local sites to determine Civil Rights compliance.

• FNS Civil Rights and Program staff review State agencies. 
• FNS staff and State agencies review local agencies.
• Local agencies review their subrecipients.
• Assess all Civil Rights compliance areas. 

(Reference:  Compliance review as per FNS Instruction 113-1 and program-specific regulations and policies).

Compliance Reviews: 



Six Areas of Civil Rights Compliance

▪ To file a program 
discrimination 
complaint, use the 
IDHS  forms available 
on-line:  IDHS: Forms 
(state.il.us). 

▪ Search 4530 to get a 
list of our forms.

▪ Submit your 
completed form or 
letter to 
DHS.IEFP@illinois.gov

How to File a Program Discrimination 
Complaint

https://www.dhs.state.il.us/page.aspx?item=61585&division=FCS
https://www.dhs.state.il.us/page.aspx?item=61585&division=FCS


Six Areas of Civil Rights Compliance

• Is the USDA Non-Discrimination poster displayed in a high traffic 
area? (And Justice for All poster)

• Is the Non-Discrimination statement included on all printed 
materials such as applications, pamphlets, forms, or any other 
program materials including websites? 

• Are accommodations made to assist non-English speaking 
individuals? If yes, what methods are used? 

Be prepared.  When you are being reviewed, the following 
questions will be asked:



Six Areas of Civil Rights Compliance

• Steps must be taken immediately to obtain compliance.

Note:  A finding’s effective date is the date that you were notified of 
the finding and we (the State and you) must notify FNS in writing if 
there are any significant findings.

If there are civil rights findings:
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