
 

Complaints and Referrals 
 
Complaints related to safety and health conditions in a workplace can be received from 
current or former employees, or people who represent employees at a workplace.  
Complaints can be received via phone, fax, email or by a letter.  The OSHA Express 
system provides the Complaint interface which is used to track the complaints that are 
logged and tracked by OSHA. 
 
Referrals are similar to complaints in that they are reports received from other parties 
related to safety and health conditions in a workplace.  Unlike complaints, which are 
typically received from current or former employees, a referral may be from the  
employer, unassociated third party (e.g., doctor, law enforcement, OSHA Consultation, 
media, etc.).  Referrals can be received via phone, fax, email or by a letter.  The OSHA 
Express system provides the Referral interface to track the referrals that are logged and 
tracked by OSHA. 

COMPLAINTS AND REFERRALS 
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Complaint Lookup 
 
The Complaint Lookup interface is the primary window used to search for existing 
complaints and to create new complaints.  The Complaint Lookup interface can be 
launched from the Complaint Lookup menu item under the Desktop menu or from the 
Complaint Lookup toolbar icon.  Complaints that have been previously created and 
routed can also be accessed via the workflow queue functionality. 
 

 
 
The Complaint Lookup interface accepts the following search criteria to search for 
existing complaints: 
 

• Complaint Number 
• Supervisor CSHO ID 
• Optional Complaint Number 
• Complaint Received Date Range 
• Establishment Name 
• Establishment Site Address 
• Complaint Last Name 
• First Name 

 
The user can enter search criteria and click the Retrieve button to retrieve any complaints 
that match the search request.  Any entries that are listed can either be selected and 
double-clicked, or the user can click the Select button to launch the complaint interface.  
The Establish button will display the details for the establishment associated with the 
currently highlighted complaint. 
 
The New button is used to launch the Complaint interface to create a new complaint. 
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Complaint Interface 
 
The user can click the New button on the Complaint Lookup interface to create a new 
complaint.  They will be prompted as to whether they want to continue with the creation 
of a new complaint. 
 

 
 
A complaint is defined as either non-formal or formal.  It will normally start out as a non-
formal complaint.  The complaint will become a formal complaint when the OSHA-7 
form is signed and returned to OSHA by the complainant.  We may or may not schedule 
an inspection when the complaint is non-formal, but will always follow up with an 
inspection if it becomes a formal complaint.  An assignment will be made with the 
complaint referenced as a related activity. 
 
The Complaint window is comprised of four tabs. 
 

• Complaint Tab 
• Details Tab 
• Emphasis/Initiatives Tab (typically not used for complaints) 
• OSHA File Tab (please reference OSHA File chapter) 

 
 
Complaint Tab 
 
The first task when a new complaint is created is to associate the complaint with an 
establishment by clicking the Establishment button.  See the Establishment Processing 
section for details. 
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Complaint Form 
 

 
 
5. Mgmt Official.  Enter the name of the management official to whom the letter should 
be addressed. 
 
7. Type of Business.  Enter a brief description of the business activity performed. 
 
10. Brought to the attention of.  Check the appropriate checkbox if the complaint was 
previously brought to the attention of the employer or another government agency.  If 
brought to another agency, specify on the Notes sub-tab of the OSHA File tab to indicate 
which government agency is involved. 
 
11. Reveal Name.  Indicate if the name of the complainant can be revealed (will default 
to “No”). 
 
12. Complainant.  Select the source of the complaint from the drop-down list. 
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13a/b. Complainant Name.  Enter the first and last name of the complainant (if known). 
 
14/14b. Phone.  Enter the phone number of the complainant (if known). Enter the Fax 
number (if known). 
 
15a-d. Address, City, State, Zip.  Enter the mailing address information for the 
complainant to receive correspondence related to the complaint.  Fill in the zip code first 
for the city and state to be auto-populated. 
 
18a/b. Organization Name/Title.  Enter the organization and title of the complainant if 
they were an authorized representative of employees affected by the complaint. 
 
19. Reporting ID.  This field will pre-fill with the OSHA Enforcement RID. 
 
21. Optional Complaint No.  The optional complaint number can be filled in manually 
or will auto-generate an optional complaint number when the complaint is saved as 
“Final”. 
 
29. Date/Time Received. Enter the date and time the complaint was received. 
 
31a/b/x. Supervisor/CSHO Assigned.  Select the safety and/or health supervisor and 
compliance officers assigned to investigate the complaint. 
 
32. Primary NAICS/SIC.  Enter the SIC and NAICS codes or select the appropriate SIC 
and NAICS codes from the drop-down lists.  If the NAICS/SIC Xref checkbox is 
checked, only the corresponding values that go with the specified SIC or NAICS will be 
available in the drop-down list. 
 
33. Complaint Classification.  Click the appropriate safety and/or health checkboxes 
depending upon the severity of the complaint.  If the complaint becomes a 
“Discrimination” case after the original complaint is created (e.g., an employee is 
disciplined or dismissed for making the complaint to OSHA), click the Discrimination 
checkbox.  An entry will be made in the Discrimination Log for tracking the separate 
discrimination case. 
 
36. Valid?.  The field will default to “Yes”.  Normally only valid complaints are entered 
into the system. 
 
37. Formal/NonFormal.  Specify whether the complaint is non-formal or formal.  The 
complaint may change from non-formal to formal after the signed OSHA-7 form is 
received from the complainant. 
 
42a/b. Inspection Planned?/Priority.  Indicate whether an inspection is planned in order 
to investigate the complaint. 
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48. Close Complaint?.  Check the checkbox when the complaint is ready to be closed.  If 
there is an inspection, ensure that the related activity row for the complaint is checked for 
satisfying the complaint.  The complaint can also be closed from the related activity row 
on the inspection. 
 
49. Employer Response.  Indicate if the employer response is accurate or inaccurate 
after the complaint is investigated. 
 
Accurate 
Inaccurate 
 
99. Method Rcvd.  Indicate the method that the complainant informed OSHA of the 
complaint. 

 
 
 
NN Items.  
 
Willing to Sign?  Yes/No 
Send OSHA-7 ?     Yes/No 
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Complaint Info 
 
The user can click the Complaint Info button to view the complaint forms.  Note that 
there are radio buttons at the top to view/print two different forms.  One is intended for 
the compliance officers and the other can be printed to send to the complainant. 
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Details Tab 
 

 
 
8. Hazard Description.  Enter the description of the hazardous safety or health condition 
as it was relayed from the complainant.  Specify sufficient detail for the compliance 
officer to investigate during an inspection. 
 
9. Hazard Location.  Enter the location of the safety or health condition as specified by 
the complainant. 
 
UPA Actions/UPA Response.  This information is used to track the correspondence 
related to the complaint that is sent out from OSHA Enforcement.  An entry for the letters 
and forms that are sent to the various parties (i.e. employer, complainant, etc.) should be 
made by clicking the “Add” button.  Entries can be deleted by clicking the “Delete” 
button.  Existing entries can be edited/updated by double-clicking the entry or by pressing 
the Enter key. 
 
Note that the letter generation functionality can also be initiated from the Complaint 
interface by clicking either the “Document Generation” menu item under the Desktop 
menu or by clicking the Letters/Documents toolbar icon. 
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A popup window will be displayed when the “Add” button is clicked. 
 

 
 
Action Date.  Day the request begins 
 
Action Type.  Select from the drop-down list, the type of letter/form that is being sent. 
 
Days to Respond.  If the letter requires a response, enter the number of days in which the 
recipient is required to respond to the letter. 
 
40. UPA Response.  The UPA Response information is used to track the complaint 
correspondence that is received by OSHA Enforcement.  An entry for all letters and 
forms that are received should be made by clicking the “Add” button.  Entries can be 
deleted by clicking the “Delete” button.  Existing entries can be edited/updated by 
double-clicking the entry or by pressing the Enter key. 
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Evaluation.  Select an entry from the drop-down list for the evaluation of the complaint 
letter/form that was received. 
 

 
 
Note that correspondence and other mail that is received related to the complaint will be 
scanned or tiffed so that there is an imaged document available on the OSHA File tab. 
 

 
 
 
 
 
 
When the complaint is initially saved, the user will have the option to create the 
workflow for the complaint.  The “Route Activity” window will be launched and the user 
can route the complaint to the appropriate status or user Queue. 
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Communication Log 
 
The Communication Log is the case file summary for all paperless files and should be 
updated each time an entry or communication is made.  
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Referrals 
 
Referrals are similar to complaints in that they are reports received from other parties 
related to safety and health conditions in a workplace.  Unlike complaints, which are 
typically received from current or former employees, a referral may be from the  
employer, unassociated third party (e.g., doctor, law enforcement, OSHA Consultation, 
etc.) or media.  Referrals can be received via phone, fax, email or by a letter.  The OSHA 
Express system provides the Referral interface to track the referrals that are logged and 
tracked by OSHA. 
 
Referral Lookup 
 
The Referral Lookup interface is the primary window to search for existing referrals and 
to create new referrals.  The Referral Lookup interface can be launched from the Referral 
Lookup menu item under the Desktop menu or from the Referral Lookup toolbar icon.  
Referrals that have been previously created and routed can also be accessed via the 
workflow queue functionality. 
 

 
 
The Referral Lookup interface accepts the following search criteria to search for existing 
referrals: 
 

• Referral Number 
• Supervisor 
• Referral Received Date Range 
• Establishment Name 
• Establishment Site Address 
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The user can enter search criteria and click the Retrieve button to retrieve any referrals 
that match the search request.  Any entries that are listed can either be selected and 
double-clicked or the user can click the Select button to launch the referral interface.  The 
Establish button will display the details for the establishment associated with the 
currently highlighted referral. 
 
The New button is used to launch the Referral interface to create a new referral. 
 
 
Referral Interface 
 
The user can click the New button on the Referral Lookup interface to create a new 
referral.  They will be prompted as to whether they want to continue with the creation of 
a new referral. 
 

 
 
An assignment will be made with the referral referenced as a related activity. 
 
The Referral window is comprised of three tabs. 
 

• Referral Tab 
• Emphasis/Initiatives Tab (typically not used for referrals) 
• OSHA File Tab (please reference OSHA File chapter) 

 
 
Referral Tab 
 
The first task when a new referral is created is to associate the referral with an 
establishment by clicking the Establishment button.  See the Establishment Processing 
section for details. 
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1. Reporting ID.  Pre-fills with the OSHA Enforcement RID. 
 
11. Primary NAICS/SIC.  Enter the SIC and NAICS codes or select the appropriate SIC 
and NAICS codes from the drop-down lists.  If the NAICS/SIC Xref checkbox is 
checked, only the corresponding values that go with the specified SIC or NAICS will be 
available in the drop-down list. 
 
12. Number Employed.  Enter the number of persons employed at the establishment. 
 
14a. Referred By.  Select the source of the referral from the drop-down list. 
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14b. CSHO/FA Code.  This field is only enabled when the referral is from another 
CSHO (within the office).  Select the compliance officer (CSHO ID) from the drop-down 
list. 
 
15. Date/Time Received.  Enter the date and time that the referral was received (will pre-
fill with the current date). 
 
17. Referral Classification.  Click the appropriate safety and/or health checkboxes 
depending upon the severity of the hazard alleged in the referral. 
 
21a/b. Supervisor Assigned.  Select the safety and/or health supervisor assigned to the 
referral. 
 
22a/b. Inspection Planned?/Priority.  Indicate whether an inspection is planned in order 
to investigate the referral. 
 
24. Transfer Date. If the referral is transferred to another State Division or Agency or 
Federal Osha the date is entered here.  
 

25a. Transfer To.  
 
25b. Rpt ID/FA Code. Using the drop-down box, you will choose the code for the 
transfer. 
 
28. Close Referral.  Click the checkbox when the referral is ready to be closed.  If there 
is an inspection, ensure that the related activity row for the referral is checked for 
satisfying the referral.  The referral can also be closed from the related activity row on the 
inspection (Cmp/Ref Close checkbox on the Inspection interface). 
 
29. Optional Information.  Optional information codes can be entered for the referral. 
 
90. Employer Reported. You will choose Yes or No. 
 
91. Rapid Response (RRI). If the Complaint is an investigation, it will be YES. If an 
Inspection, it will be NO. Rapid response means, communication with the employer and 
complainant with a letter being sent to the employer for response of findings and action 
taken.  
 
92. Event Date/Time. When the accident or injury took place. 
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Referral Info 
 
The user can click the Referral Info button to view the referral form. 
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Details Tab 
 

 
 
19. Hazard Description.  Enter the description of the hazardous safety or health condition as it 
was relayed from the referral.  Specify sufficient detail for the compliance officer to investigate 
during an inspection. 
 
 
UPA Actions/UPA Response.  This information is used to track the correspondence related to 
the referral that is sent out from OSHA Enforcement.  An entry for the letters and forms that are 
sent to the various parties (i.e. employer, complainant, etc.) should be made by clicking the 
“Add” button.  Entries can be deleted by clicking the “Delete” button.  Existing entries can be 
edited/updated by double-clicking the entry or by pressing the Enter key.  
 
See the Complaint section above for UPA Action and Response entries.  
 
Note that the letter generation functionality can also be initiated from the Complaint interface by 
clicking either the “Document Generation” menu item under the Desktop menu or by clicking 
the Letters/Documents toolbar icon. 
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Paperless Complaint and Referral Investigation Procedures 
 
This is a Non-Formal Complaint investigation where no inspection is to be conducted. All Non-
Formal complaint investigations are paperless in the OE. This includes all UPA action dates, 
letters sent, response(s) received and any other actions up to requiring an inspection if it becomes 
necessary. At that time, all information would be transferred to the inspection case file by the 
CSHO assigned.  The procedures below will outline how to process paperless in the OE system.  
 
Complaint 
 

 
 
 
 
Once the complaint is assigned to the District Supervisor by the Complaint Desk, and the 
determination is made that it is a valid non-formal complaint, it will then be addressed as an 
investigation (mail/phone/fax/email) using the UPA Action/UPA Response area in the Complaint 
Details section below.  
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UPA actions must be addressed in the following manner.  
 

 
 
UPA Actions are an important part of the tracking events that set your due dates in the 
Dashboard for tracking of the events for each action you have set. You must set the Action Dates 
for specific Action Types for the tracking to work as it should and for reporting functions. 
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What do you set?  
 
Do Inspection = N – Complaint Desk will set the Do Inspection=N date using 3 days. This enables the Supervisor to 
address the Complaint before the >5 days.  
Valid = N – Due dates are not set. 
Valid = Y – Due dates are not set.  
 
Initial “Contact with the Employer” – Initial contact would have a due date along with Communication as to 
processing. 
 
Contact with Source – This will not have a due date. 
 
Additional “Contact with Employer” – Additional contact concerning the employer response may have a due date 
based on extensions for the response.  
 

 
 

Once the initial UPA is completed, you will then Queue  the complaint to the 
Administrative Specialist in your field office for processing. 
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Once Queued, you will go to the Communication Log and enter your comments for the referral 
and processing information. 
 

 
 
 
 
When the response from the employer is received in the field office the Administrative Specialist 
will date stamp the response letter, enter the date the letter is received into the Communication 
Log, and Scan the response letter into the Document section. They will then send the complaint 
to the Supervisor/POC Queue with a comment “response letter received, dated and scanned”.  
 
 
UPA Response Complaint 
 
If the response is satisfactory, the Supervisor/POC will code the information using the available 
drop-down boxes in the “ADD” function for the response. The Supervisor/POC will close the 
complaint and direct the Administrative Specialist, if needed, to send a response letter by routing 
to the Administrative Queue with comment “file closed send closure letter”. *Emailed responses that 
come in, can be printed out, date stamped and scanned or tiffed into the Documents section by the Supervisor or 
POC. 
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*If the response is not satisfactory, it will be coded in the UPA response using the drop-down box and assigned for 
inspection. 
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Placing Photos in the Pictures Section 
 

 
 
Photos that come in, must be placed in the Pictures section of the OE. If they do not come to you 
on a CD, or in an email that can be converted to a JPG, you will Scan them in at the BizHub and 
convert to JPG then export them in. Pictures should never be in the Documents section as they 
will not print out correctly since they are a small tiff item not a JPG.  
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This is a Referral Investigation where no inspection is to be conducted. All referrals are paperless 
in the OE system and this includes all UPA action dates, letters sent, response(s) received and 
any other actions up to requiring an inspection if it becomes necessary. At that time, the 
information would be transferred to the inspection by the CSHO assigned.  The procedures 
below will outline how to process Referral Investigation paperless in the OE system.  
 
 
Referral  
 

 
 
The Referral Investigation initial form will require an entry in block 91. Rapid Response (RRI) 
will be YES when addressed as an investigation. Rapid Response or RRI means that no 
Inspection will be done but an investigation with letter notification sent to the employer will be 
done. 
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UPA Action Referral 
 
The UPA action will be the same in the referral investigation as it is the complaint investigation.  
 

 
 
Do Inspection = N – Due date not set. 
Valid = N – Due dates are not set. 
Valid = Y – Due dates are not set. 
Initial “Contact with the Employer” – Initial contact would have a due date along with Communication as to 
processing. 
Contact with Source – This will not have a due date 
Additional “Contact with Employer” – Additional contact concerning the employer response may have a due date 
based on extensions for the response.  

Once the initial UPA is completed you will then Queue  the referral to the Administrative 
Specialist in your field office for processing. 
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Once Queued, you will go to the Communication Log and enter your comments for the referral 
and processing information. 

 
 
When the response letter is received in the field office, the Administrative Specialist will date 
stamp the response letter, enter the date the letter is received into the Communication Log, and 
Scan the response letter into the Document section. They will then send the referral to the 
Supervisor/POC Queue with a comment “response letter received, dated and scanned”.  
 
UPA Response Referral 
 
If the response is satisfactory the Supervisor/POC will code the information properly using the 
available drop-down boxes in the “ADD” function for the response. The Supervisor/POC will 
close the complaint and direct the Administrative Specialist, if needed, to send a response letter 
by routing to the Administrative Queue with comment “file closed send closure letter”. *Emailed 
responses that come in, can be printed out, date stamped and scanned or tiffed into the Documents section by the 
Supervisor or POC. 
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Retention Sections of the Complaint and Referral Files in 
the Osha Express 
  
The Document section of the complaint will house all the information that the paper file 
previously held. This will include all letters, faxes, emails, and responses from the employer etc. 

• The Document section will hold this information for 3 years.  
• The Attachment section will hold information for 30 days only after the 

Complaint/Referral has been satisfied and closed.  
• The Pictures Section will hold photos for 5 years. 
• The Notes section does not have an expiration date but is used for “in house” 

communication only. 
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Updating the Serious Fatal Log - When/Where/How 
The Serious Fatal Log can be accessed by Date Range, CSHO, Establishment, Employee Name, 
First name, or Activity number, if known. The Log will include not only Accidents (Fat/Cats) but 
Referrals and Complaints. When an inspection is opened that was a 
Accident/Fatality/Referral/Complaint where injury or death occurred based on the FOM, the 
inspection number must be included on the form with all the correct fields completed.  
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The Serious Fatal Log entries are filled in by the Complaint desk, Supervisor and CSHO.  

If no inspection is to be performed, or the inspection assigned becomes a No Inspection, you will 
change to the following: 

 

 

No Inspections are to be corrected on the Serious Fatal Log when a CSHO is assigned by doing 
the following: 

“Inspection Planned” NO 

Right click out the “Assigned CSHO” 

Right click out “Date Assigned” 

Save your modifications 
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