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Overview

• Review of resources on foodborne illness 
complaints

• Overview of three BIG changes
• Review updates to MAVEN 

• Jurisdiction
• Updates to question packages
• Report for inspectors
• Workflow 
• Demos of updates

• Responding to a Complaint
• FBI complaint event data extract
• Wrap up 
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Key Terms

• DFP = Division of Food Protection at DPH (formerly FPP)
• FBI = Foodborne Illness
• QP = Question package
• Complainant = Individual reporting illness and exposure 

information (the ill individual, a medical provider, etc.)
• METRIK = local public health data solution being developed by the 

DPH Office of Local and Regional Health (OLRH)
• Report My Meal = online system for reporting suspected foodborne 

illness to public health officials in MA (coming soon!)
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MAVEN Help Resources

4

The FBI Complaint Tip Sheet was updated to account for 
recent MAVEN updates.  The first page of the Tip Sheet is 
a quick overview of updates.

Updated!

https://www.maven-help.maventrainingsite.com/pdf/FBI%20Complaint%20Tip%20Sheet_v5.pdf


Foodborne Illness Complaint 
Reporting



Massachusetts Department of Public Health | mass.gov/dph

First off: What hasn’t changed

Still the same
• How to create a complaint in MAVEN
• When to create a complaint

From: FBI Complaint Tip Sheet 

https://www.maven-help.maventrainingsite.com/pdf/FBI%20Complaint%20Tip%20Sheet_v5.pdf


Overview of 3 Big Changes



Tired of handing off foodborne illness 
complaints to your inspectional staff?

Worried that complaints aren’t getting to 
your inspectors in a timely manner?

Introducing…
Transmission of data from MAVEN 

to METRIK
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3) Transmission of complaints to METRIK

Recap of METRIK
METRIK is a local public health data solution under development by the DPH Office of 
Local and Regional Health (OLRH) in conjunction with local and state public health 
professionals.  
• METRIK will include tools to support food establishment inspections and response to foodborne illness 

complaints.

• Information from foodborne illness complaint events in MAVEN will 
be electronically transmitted to METRIK for follow up by LBOH 
inspectors

• Will reduce manual sharing of information between MAVEN users and 
inspectors (generally not on MAVEN)

• Expected: 2026 
MAVEN updates associated with 
METRIK will be outlined in green in 
this slide deck.



Tired of spending so much time at your 
computer? 

Ever wish there was another way to get 
foodborne illness complaint information 

other than a phone call? 

Introducing…
Online reporting of foodborne 

illness complaints
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2) Online form for reporting complaints

• Online system for reporting suspected foodborne illness to public health officials 
in MA

• Information completed in online form will be mapped to MAVEN foodborne 
illness complaint question packages

• Developed for use by general public and LBOH users not on MAVEN
• Expected: November 2025 MAVEN updates associated with the 

online system for reporting will be 
outlined in pink in this slide deck.

*Draft logo.  Final logo pending.



Ever been frustrated that you had to enter 
the same information multiple places in 

MAVEN FBI complaint events?

Have you wished you could analyze FBI 
complaints in your town but didn’t know 

how to get the data out of MAVEN?

Introducing…
The biggest update to MAVEN FBI 

complaint events since 2014
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1) Updates to MAVEN

Prepare MAVEN FBI complaint events for:
• Receiving data from Report My Meal
• Sending data to METRIK

Goal #1

Goal #2

Improve FBI complaint reporting in MAVEN 
by reducing redundant fields, adding 
jurisdiction to events

Implemented August 21, 2025



Current  

Foodborne Illness 
Complaint Module

Local public 
health inspector

Enteric disease 
investigation

Phone calls to DPH 
or LBOHs

Fax, email, or 
physical hand-off

Automated process Manual process Electronic transmissionNew



Near Future  

Foodborne Illness 
Complaint Module

Local public 
health inspector

Enteric disease 
investigation

Phone calls to DPH 
or LBOHs

Online reports 
through 

Report My Meal

METRIK

Fax, email, or 
physical hand-off

Automated process Manual process Electronic transmissionNew



Review of MAVEN Updates
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• LBOH jurisdiction was not automatically assigned
• FBI complaint events were accessible to a LBOH MAVEN user only if:

• They are the one who created the FBI complaint event
• The FBI complaint event was shared with them or their user group

• Note: DFP may not have shared a complaint if inspectional follow up was 
not recommended (exposure outside of incubation period, took place >4 
weeks ago)

BEFORE: Jurisdiction before August 2025 MAVEN update 

“Jurisdiction,” in the context of MAVEN, refers to assigning a city or town to an event in MAVEN.  
This is associated with what information (e.g., which events) a LBOH user can see in MAVEN. 

Important
Both city and state fields must be completed for official city to populate (and 
jurisdiction to be assigned)
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NOW: Jurisdiction after August 2025 MAVEN update

A given LBOH that meets the above criteria will have access to the full FBI complaint event (not just 
information pertaining to the ill person or food establishment in their jurisdiction).  

OR

An LBOH MAVEN user has access to a foodborne illness (FBI) complaint event if:
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Jurisdiction = Access

 Timely access (no waiting for event to be shared with you)
 Improved access to historic events
 Ability to extract more complete data from MAVEN
 New FBI complaint workflow!



Updates to MAVEN FBI Complaint Question 
Packages: Administrative

= New field

= Associated with METRIK

= Associated with online system     
   for reporting (Report My Meal)

KEY
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Top of Administrative Question Package

Once the electronic transmission is 
established with METRIK, these 
fields will populate with a time 

stamp indicating when information 
was transmitted to METRIK. 

Bottom line: New fields, but not anything you need to do with them. 
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Bottom of Administrative Question Package

MAVEN user creating an FBI complaint event should complete 
“Complaint Source”

This will populate with a unique identifier when individuals 
report illness using the new online report form.  LBOHs can 

ignore this field.

Complaint Source

FBI Complaint Status
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FBI Complaint Status   (Valid, Invalid, Incomplete, or Duplicate)

• Variable created to allow us to 
filter out certain FBI complaint 
events without deleting them, 
including:
• Duplicates
• Incomplete complaints
• Invalid complaints

• Added in anticipation that there 
may be an increase in non-valid 
complaints with new online 
reporting



Updates to MAVEN FBI Complaint Question 
Packages: Complaint Information

= New field

= Associated with METRIK

= Associated with online system     
   for reporting (Report My Meal)

KEY



Massachusetts Department of Public Health | mass.gov/dph

Top of Complaint Information Question Package

FBI complaint information complete?
• LBOH staff entering an FBI complaint 

event should use this field to indicate 
if all information expected has been 
documented (complete), or if more 
information is expected (information 
pending)

• DFP may wait to review and provide a 
follow up recommendation until 
information is complete

This field was added to assist with data 
collected using the online system for reporting 
(Report My Meal) but can be completed for any 

complaint. 
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Complainant Information

26

If the complainant is ill, you do not 
need to complete the COMPLAINT 

INFORMATION section 

This block appears after 
phone number or email 
address is completed.

These fields and options were 
added to assist with data collected 

using the online system for 
reporting (Report My Meal) but can 

be completed for any complaint. 
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Two categories for ill individuals

27

Individual with an enteric disease 
event you can access in MAVEN

Individual without an enteric disease 
event you can access in MAVEN

Includes individuals who have:
• Undiagnosed illness : Didn’t seek 

medical attention and/or didn’t 
have lab testing performed

• Diagnosis pending: Lab testing 
was performed but result is 
pending

• Diagnosis not reportable: 
Received a diagnosis but it is not a 
reportable condition 

Includes individuals who have:
• Diagnosed illness: Sought medical 

attention and had lab testing 
performed that was reported
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For Diagnosed Illness  (Individual with an Enteric Disease 
Event in MAVEN) 

28

If the ill individual has an enteric disease 
event in MAVEN (that you have access 
to/can confirm):

Enter four pieces of demographic and clinical 
information from the disease event: 

name, diagnosis, city, onset date 

Link disease event(s) to FBI complaint event

AND

Hooray!  This will be 
so much quicker than 

before!



For an ill person with an Enteric Disease Event in 
MAVEN:
 Administrative QP
 Complaint Information QP
 Linking disease event to FBI complaint event

Live MAVEN Demo!
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Requesting assistance from DPH to create a complaint

If you are unable to create an FBI 
complaint event after interviewing a 
diagnosed enteric disease case, the 
disease event can be tasked to the 
“State – DFP Notification” group 
and DFP will assist in making an FBI 
complaint event if one is needed.

• Type: Assignment
• Description: Add a description of your request
• Notes: Indicate which exposure(s) warrant an FBI 

complaint event
• Assign to group: Select “State – DFP Notification” 

from the drop-down list
• Status and Priority can remain the default values.
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For illness without an enteric disease event in MAVEN 

• Includes ill individuals who are undiagnosed (never sought medical 
attention), have a diagnosis pending, or received a diagnosis that is not 
reportable

• Collect complete demographic and clinical information for each ill 
individual:

31

Demographic Name, address, age, gender identity

Contact Phone number, email, contact preferences including 
language spoken

Illness Onset date, symptoms, hospitalization, medical attention, 
diagnosis
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Entering an illness without 
a disease event

32

Collection of occupation information for 
undiagnosed individuals updated to focus on 105 
CMR 300 definition of a foodhandler.

• New question to match online system for 
reporting (Report My Meal) 

• Should be completed for all individuals without 
a disease event in MAVEN (regardless of how 
complaint received)

Additional questions will populate after 
indicating the individual does not have an 
associated disease event in MAVEN.
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Entering an illness without a disease event

33

Replaces duration of symptoms

Can add more than one diagnosis, and now 
includes more general diagnoses like 
gastroenteritis or food poisoning.  Also an 
option to indicate lab results pending.



Updates to MAVEN FBI Complaint Question 
Packages: Food History

= New field

= Associated with METRIK

= Associated with online system     
   for reporting (Report My Meal)

KEY



Massachusetts Department of Public Health | mass.gov/dph

Top of Food History Question Package

Improved guidance on how to obtain 
food history information and what 
should be documented in the Food 
History question package.

After entering a suspect food, drink or 
meal, the “Add New” button will appear 
that will allow you to enter additional 
food exposures.
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DPH-Notify Inspectional Services

36

• DPH completes this for every complaint with complete 
information. 

• Only DPH should complete this variable.

DPH – Notify inspectional services

Yes

DPH recommends LBOH follow up. 

The type of follow-up or investigation is determined by 
the LBOH’s internal procedures for responding to an FBI 
complaint unless a specific request is made by DPH.

Awareness 
only

Follow up may not be needed, but some information 
regarding the exposure might be useful for inspectional 
services to be aware of. 

No
LBOH follow up is not recommended.  This food 
exposure would not be worthwhile investigating for the 
reason indicated.

If no:
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What’s all this stuff about METRIK?

37

• Once a connection is established, these two fields have 
the ability to trigger the transmission of FBI complaint 
data to METRIK.  

• More information in: FBI Complaint Tip Sheet 

https://www.maven-help.maventrainingsite.com/pdf/FBI%20Complaint%20Tip%20Sheet_v5.pdf


Massachusetts Department of Public Health | mass.gov/dph

LBOH fields

38

• Two optional fields that can be used by 
LBOHs
• If used, should be the LBOH of the listed food 

establishment completing them.  
• LBOH – Reviewed in MAVEN

• Can be used for LBOH tracking to indicate 
that the exposure has been reviewed

• LBOH – Notify Inspectional Services 
(optional)
• As noted in previous slide, this will transmit 

FBI complaint data to METRIK once a 
connection is established

Only the LBOH listed for the 
Purchase Location Official City 
should complete the fields below



Updates to MAVEN FBI Complaint Question 
Packages: Other Exposures
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“Foodborne” illnesses can be transmitted other ways

• Only for illnesses without a MAVEN disease event
• Quickly evaluate other high-risk sources of transmission, 

including:
• Waterborne: drinking water, recreational water (e.g., swimming)
• Animal contact
• Person-to-person: contact with others ill, congregate care 

settings, large gatherings
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Other Exposures Question Package



For an ill person without an Enteric Disease Event in 
MAVEN:
 Administrative QP
 Complaint Information QP
 Food History QP
 Other Exposures QP

Live MAVEN Demo!



Updates to MAVEN FBI Complaint Question 
Packages: Outbreak Response
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Outbreak Response

• Not a new question package, 
but not previously visible to 
LBOH MAVEN users
• LBOH MAVEN users now have 

read-only access 
• Used by DPH to:  

• Track outbreak investigation 
activities

• Document meeting minutes from 
the Working Group on Foodborne 
Illness Control (WGFIC) 

This field is completed by DFP and is used 
to distinguish an FBI complaint that reports 
illness among a single person or household 
from a suspect foodborne illness outbreak.  

Yes = routine investigation
No = outbreak investigation

https://www.mass.gov/foodborne-illness
https://www.mass.gov/foodborne-illness
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When Single Incident = “No” (Indicates Outbreak)

45

Note: some of these fields are new and may not be complete for 
FBI complaints created prior to August 2025.



Report for Inspectors
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BEFORE: Report for inspector 

Included only food exposure information (second page of historic report form)
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Generating the Report

• With an FBI complaint event open, click “Print Event” from the left-hand menu

Print options
1) EventPrint.jsp: Prints out all available data in the event (does not print out fields that are not complete). 

DPH does not recommend using this for sharing information with inspectors, as it contains more 
information than is necessary.  Minimally necessary information should be shared with non-MAVEN users, 
and between jurisdictions.

2) FBI_Complaint_Report_For_Inspector_PDF_Document.xml: Prints out 2-page document for handing off 
to LBOH inspectional staff.  Report contains minimally necessary information for inspectional follow up.

3) FBI_Complaint_Report_PDF_Document.xml: This is the same as the middle option (#2), but with a DPH 
Fax cover page included.
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NEW: Report for Inspector

• New report is a 2-page document
• Includes key administrative 

fields: date reported, complaint 
status, information complete

• Illness information:
• Number ill and exposed
• If it is being considered a single-

person complaint

Explanation of illness information included
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Report for Inspector

Includes all listed exposures and whether DPH advised notifying inspectional services



Workflow
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What populates in the workflow?

• Workflow name: LBOH Foodborne Illness (FBI) Complaint 
Notification

• Workflow purpose: notification (not to track follow up) 
• Any FBI complaint that lists your jurisdiction in either of the 

following fields will appear in the workflow: 

Complaints in the workflow may not require further action by your jurisdiction.



Massachusetts Department of Public Health | mass.gov/dph

How do complaints move in and out of the workflow?

Food History Question Package
For listed food establishments in your 

jurisdiction, you can document that the 
exposure was reviewed using the optional 

field LBOH Reviewed in MAVEN
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Understanding variables in the workflow

• FBI Complaint Status (Admin QP): This is assigned by DFP using the following 
criteria: FBI Complaint Status Classification

• Single Incident? (Outbreak Response QP): This field is completed by DFP and is 
used to distinguish an FBI complaint that reports illness among a single person 
or household from a suspect foodborne illness outbreak.  
• “No” indicates that the complaint event is being investigated as an outbreak by the Working 

Group on Foodborne Illness Control at DPH in conjunction with associated LBOH(s). 

54

https://www.maven-help.maventrainingsite.com/pdf/FBI%20Complaint%20Status%20Classification_v1.pdf
https://www.mass.gov/foodborne-illness
https://www.mass.gov/foodborne-illness
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Understanding variables in the workflow

• FBI Complaint Information Complete? (Complaint QP): Completed by the individual 
reporting the complaint and updated as needed by LBOH or DPH MAVEN users.

• Assigned to Group (Task): If DFP has tasked a complaint event to an LBOH user group 
because information needs to be communicated to inspectional staff, the city/town 
name will appear here. 

55
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Workflow example

I am a LBOH PHN in Cambridge.  This is what my workflow looks like:  

56

What this could mean: 
• There is one complaint tasked to Cambridge, indicating that the information in that FBI complaint 

event needs to go to Cambridge inspectors for follow up.
• Other complaints in the workflow may include an ill Cambridge resident or may list a Cambridge 

food establishments that do not warrant follow up.
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A note 

• It was not possible to include food establishment name 
and/or location in the workflow
• It is a repeatable field, and only the first food exposure would 

appear, which could be misleading if multiple exposures are listed 
in the Food History QP

57



Responding to a Complaint in 
Your Jurisdiction
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How a LBOH will be notified of a complaint

• DFP will task a MAVEN LBOH user group if inspectional 
follow up is recommended for a food establishment listed 
within an FBI complaint event. 
• Tasking generates an email notification with the MAVEN ID to 

users in that group
• Event will populate in your workflow(s) for review:

• My Groups’ Open Tasks
• LBOH Foodborne Illness (FBI) Complaint Notification

59
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Acknowledge receipt of complaint - optional

• Within the food history section, if you are the LBOH where 
the establishment is located you can:
• Document if you have reviewed the reported food exposure 
• Indicate if you want your own jurisdiction’s inspectional services 

notified.
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Notify your inspectional staff

• If you took in the original complaint, you will be 
responsible for notifying your own inspectional staff.

• If you receive a complaint via a task that was completed by 
another jurisdiction, review the task and notify your 
inspectional staff.
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Not sure who to contact?

• Use your jurisdiction’s Communication Event in MAVEN to 
identify contact information for environmental health 
(inspectional) staff in your city or town.
• For more information, see: Environmental Health Contacts in 

MAVEN
• Keep this information up to date if there are changes in 

staffing.
• DPH uses the Environmental Health Contacts section when 

making specific inspection follow up requests.

https://www.maven-help.maventrainingsite.com/pdf/Environmental%20Health%20Contacts%20in%20MAVEN_v1.pdf
https://www.maven-help.maventrainingsite.com/pdf/Environmental%20Health%20Contacts%20in%20MAVEN_v1.pdf
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Inspectional follow up for complaints

• Follow-up might vary across jurisdictions per internal 
procedures. 

• In accordance with the Foodborne Illness Investigation and 
Control Manual Chapter 4, it is recommended that some 
level of investigation should be done for a single possible 
case of foodborne illness.

• Unless a specific request is made, no information is needed 
to be returned to DPH, but any documents collected or 
generated during follow up may be attached to the MAVEN 
event for record keeping. 

https://www.mass.gov/lists/foodborne-illness-investigation-and-control-manual
https://www.mass.gov/lists/foodborne-illness-investigation-and-control-manual


Data Extract
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Extracting FBI complaint data from MAVEN

• There is now a report 
available to LBOHs to 
extract question 
package data: FBI 
Complaints – Event 
Information Extract

Previously, LBOHs did not have a way to extract 
FBI complaint data
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FBI complaint events exported in extract

• Any complaint that an LBOH user has access to will appear 
in the extract

• You will have access to a complaint if your city/town is 
listed in:



Final Thoughts



Massachusetts Department of Public Health | mass.gov/dph 68

Recap

• MAVEN FBI complaint events updated based on 10 years of 
user feedback and to prepare for two other big developments:
• Online system for reporting foodborne illness: Report My Meal (Nov 

2025)
• Transmission of MAVEN complaint data to METRIK (2026)

• Great new tip sheet that outlines everything covered in the 
webinar: FBI Complaint Tip Sheet 

• May feel like a lot of changes, but majority of information 
collected is not new

• Take time creating an FBI complaint event, read guidance text
• Let us know what you think:  Foodborne Illness Complaint 

Feedback

https://www.maven-help.maventrainingsite.com/pdf/FBI%20Complaint%20Tip%20Sheet_v5.pdf
https://forms.office.com/g/bQES0yRkr4
https://forms.office.com/g/bQES0yRkr4


Thank you

69

DPH Division of Surveillance, Analytics, and Informatics: 
Justin Mierz
Lamyaa Shaban
Joe Gerth



Q&A
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