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PURPOSE:

To provide individuals supported; persons acting on their behalf, and the general public with appropriate communication channels to utilize should they have an issue of concern or feedback with any aspect of the agency’s supports and services.

DEFINITION:

Complaint is defined as an expression of dissatisfaction with the type or quality of service, a decision made, or an allegation of staff misconduct. Proactive is defined as self-initiated actions that help to identify future needs, desired changes or potential problems.

SCOPE:

We are committed to providing services and supports in compliance with our legal and contractual obligations, particularly under Regulation 299 and our own policies.  We are also committed to providing services and supports in a manner that is consistent with best practices in the field of Developmental Services.  Concerns or complaints regarding service delivery are welcome as they assist us in our efforts to meet and exceed our performance against these measures.

PROCEDURE:

It is important that if people are not satisfied, issues should be brought forward as soon as possible, so that they are addressed and resolved.  This policy will be readily available to anyone who requests it. The agency will 
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deal with concerns and complaints in a professional, respectful and timely manner.  

The process for investigating any Complaint/Feedback will be free from conflict of interest, coercion, intimidation or bias, either before, during or after the review.

Concerns and complaints should be resolved as quickly and sensitively as possible at the level where the responsibility lies, unless a satisfactory resolution cannot be achieved at that level. 

If a satisfactory resolution cannot be reached at the level where responsibility lies, the complainant is asked to follow the steps provided in the Procedures section in bringing their concern forward.

A person with a concern who needs support in bringing their concern forward, is entitled to be supported in doing so, either through their primary support staff or another person - either staff, trusted person or volunteer - of their choosing. 

Anonymous complaints will not be entertained; however, in certain circumstances, where it is reasonably suspected that harm could result, the names of complainants may be kept confidential.  This determination will be made by Director of Human Resource (DHR), upon request.

All complaints at all levels of the process will be copied to the Executive Director (ED).

This policy will be posted prominently at the Administration Office as well as on the website.
 
The agency cannot assure complainants of timely or equitable handling of concerns or complaints if this policy is not followed.
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RESPONSIBILITY:

All staff and volunteers are responsible for resolving complaints when it is within their authority to do so and in a manner consistent with the policies, legal and contractual obligations and best practices. 

Front-line staff are responsible for:

1.	Receiving and documenting first level complaints verbal or written.

2.	Determining if they can resolve the complaint without recourse to a Supervisor.

3.	Referring the matter/complainant to their Supervisor if unable to resolve. If complaint is about the Supervisor, refer it to the DHR.

4.	Notifying his/her Supervisor of the nature of the complaint and any action(s) taken to resolve the complaint.

5.	Forwarding a copy of the complaint to the DHR for filing at Administration Office.

The Supervisor is responsible for:

1.	Receiving and documenting second level complaints verbal or written. 

2.	Determining if he/she can resolve the complaint without recourse to the DHR or ED.

3.	Referring the matter/complainant to DHR, if unable to resolve (if complaint is about this Director, refer it to the ED).
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4.	Notifying the DHR or ED of the nature of the complaint and any action(s) taken to resolve the complaint.

5.	Forwarding a copy of the complaint to the DHR, for filing at Administration Office.

The DHR is responsible for:

1.	Receiving and documenting third level complaints, verbal or written.
 
2.	Determining if they can resolve the complaint without recourse to the ED.

3.	Referring the matter/complainant to the ED if unable to resolve (if complaint is about the DHR, refer to the ED).

4.	Notifying the ED of the nature of the complaint and any action(s) taken to resolve the complaint.

5.	Filing a copy of the complaint.

The ED is responsible for:

1.	Receiving and documenting fourth level complaints whether verbal or written. 

2.	Determining if the concern or complaint violates any policies, contractual or legal obligations or best practice and take whatever action is appropriate and authorized to resolve it.

3. 	Assessing the public relations implications of a complaint and developing a communications plan if necessary. 
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4.	Referring the matter/complainant to the Board of Directors if appropriate (if complaint is about an individual Board Member or the Board of Directors; refer to the President; if about the President, to the Vice President).

5.	Providing the Board of Directors with regular reports on the nature of complaints received and any action(s) taken to resolve the complaints.

6.	Ensuring a record of complaints is kept on file at Administration Office by the DHR.

7.	Reviewing the agency complaints record with the Quality Assurance Measures (QAM) on a regular basis to look for patterns and opportunities for improvement.

The Board of Directors is responsible for:

1.	Ensuring a complaints process is in place.

2.	Monitoring complaints on a semi-annual basis – looking for patterns and trends.

3.	Ensuring repetitive complaints are managed to reduce frequency and achieve resolution.

PROCEDURE TO ACCESS THE PROCESSED INFORMATION:

The formal Complaint/Feedback Procedure will be made known to each member of the organization through:

1.	The orientation process with clients and families.
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2.	Posting for the public on our website.

3.	Visible posting in each location.

4.	Annual review for all staff with a sign off sheet to indicate that they have read and understood the policy and procedure. 

PROCEDURE FOR THOSE NEEDING SUPPORT TO BRING FORWARD A CONCERN OR COMPLAINT:

(Staff:  Review the process below with any service recipient or complainant asking you for support to register their concern and use it when assisting.)

This agency is committed to listening and responding to your concerns and complaints. In order to ensure that those who use services are satisfied with the quality of services received, the supports provided and the operations of the organization, we ask that the following procedure be followed to express any concerns or complaints:

If you have any type of concern or complaint:

1.	Find a staff member that you trust and tell them about your concern - they have been directed to write your concern down and to try to resolve it with you.

2.	If your concern is with a staff and you are comfortable with that person, you may do so; make sure they write your concern down and ask them for a copy.

3.	If you wish, ask for help from a friend or family member you trust - they can help you call or write a letter.

- OR -
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4.	If you are not comfortable talking with the person that you have a concern about or if you speak with a staff and your concern is not addressed to your satisfaction:

a)	Tell the Supervisor in person, in writing or by e-mail what you are concerned about; they will do their best to resolve your concern or they will help to forward it to the right person.

b)	Ask for help from a friend or family member you trust - they can help you call or write a letter (if you are not comfortable talking with the Supervisor).

If you voice your concern with the Supervisor and it does not come to a satisfactory resolution:

a)	You may tell the DHR (if you are comfortable talking with the person) or submit it in writing or by e-mail.

If you are not comfortable speaking with the DHR, ask for help from a friend or family member you trust - they can help you call or write a letter.

If you voice your concern to the DHR and it does not come to a satisfactory resolution:

a)	Talking with the ED is an option if you are comfortable doing so; you may tell them in person, or submit it in writing or by e-mail.

If you are not comfortable speaking with the ED, ask for help from a friend or family member you trust - they can help you call or write a letter.
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EXPECTED TIMELINES FOR RESPONSES TO CONCERNS AND COMPLAINTS:

	Step 1. 	Filing the Complaint: 

a) Complete the short form and fax or mail in.

- OR -

b) Contact the program you attend and a member of our staff will take your information over the phone.

- OR -

c)	Visit or call the Administration Office at 51 Government Road West, Kirkland Lake, Ontario and ask staff to assist you with filling out a short form.

	Step 2. 	Internal Review:

a) Agency staff will determine the appropriate staff person to review your complaint, based on the nature of the complaint.

b) The person reviewing your complaint will contact you within two business days to confirm receipt of your complaint.

c) The staff person will initiate the review, contact you and provide a written response to your complaint.  The timeline for resolution will depend on the complexity of the case.

d)	The response will include a decision, recommendation(s) to resolve the situation and information about additional steps you may take if you are not satisfied.
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If Necessary …

	Step 3. 	

a)	If you are not satisfied with the result of the review, contact DHR, directly at 705-567-9331, extension 229. The Director will contact you within three business days, initiate a review and provide a written response within 10 days.

b)	If you are not satisfied with the DHR response, you will be invited to contact the ED who will conduct a review and submit a written decision to you within 10 days.

	Step 4.

	a)	If you are not satisfied with the result of this review, you may 
contact the Board of Directors. The Administration Office will provide you with a name and contact information. This person will arrange a meeting with the Executive Committee. The ED will provide a summary of your case to the Board. You will also receive a copy. The Board of Directors will listen to your complaint and consider the previously attempted solutions and other possible alternatives. 

	Within 30 days after your meeting with the Board of Directors:

	a)	If you and the Board of Directors have found a solution, you will receive a letter from the Board of Directors setting out that 
		solution.

- OR -
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	b)	If you and the Board of Directors did not find a solution, a final decision from the Board of Directors, as well as a notice of the right to further appeal; (such as to the courts, or other structured institution) to resolve the complaint.

The Board of Directors will provide a name, address and phone number of the government official with whom the complaint may be pursued.

In order to promote continuous quality improvement, the agency shall conduct a review and analysis of the complaints and feedback received to evaluate the effectiveness and to consider the need to revise any of its policies and procedures, on an annual basis. This annual review will be shared as part of the Ministry’s risk assessment process upon the Ministry’s request.

SERIOUS OCCURRENCES:

When a complaint/feedback is filed regarding “suspected or witnessed abuse that may constitute a criminal offense” (Reg 299-10 Sec 1, 61), the agency shall ensure that the complaint is reported to the police.

When a complaint is deemed a Serious Occurrence through the Ministry of Community and Social Services Serious Occurrence Guidelines, they will be notified through the Serious Occurrence reporting process.
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