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RESOLUTION OF CONCERNS AND COMPLAINTS

Policy No:  B-22
(Service Delivery)


Effective Date:  September 12, 2007
Rationale:


To promote effective communication and ensure that an appeal mechanism is in place.

Policy Statement: 

Supported persons and, where appropriate, their families, will have an effective voice in defining and evaluating the services that they require.  Senior staff will clearly articulate a formal mechanism through which concerns and complaints may be expressed. Community Living Durham North will make a formal response to all such complaints.   
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· A copy of this policy will be provided to people and/or their families as they begin to receive service - and again, to anyone who expresses they are unsure how to formally express a concern. 

· Through informal information sharing, and more formal educational initiatives that will include training in human rights, staff will make every effort to ensure that people receiving support have an understanding of their right to express concerns/launch complaints.

· The formal appeal mechanism will be as follows: 

Step 1 

Persons in service and/or family member/guardian who have a concern/complaint will be encouraged to attempt resolution with the concerned staff and/or their immediate Program Manager.

Step 2
 
If resolution is not achieved at Step One, or if the person/family/guardian prefers not to attempt resolution in that way, a meeting with, and a written response from, a Program Director will occur within 10 working days.  

Step 3 

If resolution is not achieved at Step Two, or if the person/family/guardian prefers not to attempt resolution in that way, a meeting with, and a written response from, the Executive Director will occur within 10 working days.  If there is no resolution at Step Three, then the Executive Director or designate will attempt to resolve the concern/complaint and respond within10 working days and will advise the Board as appropriate.  

Step 4

If there is no resolution at Step Three, the concern/complaint will be forwarded to the Board of Directors.  However, the Board will only review the complaint, and staff decisions made to date, with a view to determining if staff have violated policy or acted in a way that contradicts basic organizational principles and values.  

· At any point in this appeal process, the individual or family may request an advocate or spokesperson.  A staff person with no direct connection to the matters under review will, upon request, be assigned.  The person/family may also seek outside assistance by contacting the Adult Community Support Services program that is operated by Durham Region.  

· Further, at any step in this process, or at its conclusion if the person/family/guardian remains unsatisfied, recourse can always be had to the government Ministry that funds our agency.  Two offices are reasonably local:



Ministry of Community and Social Services 





Central East Region



465 Davis Drive



Newmarket, ON   L3Y 8T2



Phone: 905-868-8900

or 



Ministry of Community, Family & Children Services


  

1400 Hopkins Street



Whitby, ON   L1N 2C3




Phone: 905-665-1030


· To make it as easy as possible for supported persons to express a concern or complaint, a phone line has been designated as our agency “hot-line.” It will not be manned, but our Manager of Community Development will check it for messages on a daily basis. 

· Family members related to supported persons will also be welcome to use the hot-line. 

· The phone number is 905-985-8666  
· Every effort will be made to familiarize supported persons with this option.  For example, laminated information cards have been distributed to all homes.   
· Where possible, the Manager of Community Development is authorized to effect a resolution directly, and immediately. Otherwise, he/she will formalize the complaint and ensure that the Agency begins to respond to it in a timely manner, whether at Step 1, 2, 3 or 4. 

· If the complaint concerns a rights restriction, it will be diverted directly to the Rights Committee. 

· The Manager of Community Development will maintain a statistical log of all complaints made via the Hot Line and will report periodically to Board and/or senior management. 
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The Hot Line











