Complaints Resolution Policy for External Stakeholders
Intent

LOFT Community Services recognizes the rights of our External Stakeholders to
communicate concerns or complaints about the care and services they receive. It is
the intent of this policy to:

e Specify conditions requiring staff to document complaints.
e Ensure our services are provided in the best interest of persons served.

e Support and maintain LOFT’s reputation and commitment to continuous
improvement.

e Protect the safety of external stakeholders and personnel while limiting risk.

e Identify trends and facilitate responsive action as required.

LOFT Community Services will ensure that all complaints received through its
Complaint Resolution Policy are thoroughly and accurately documented.
Documenting a complaint includes the following:

e Complaints are documented and recorded in writing whenever possible as per
LOFT’s External Stakeholder Complaints Documentation Policy.

e All complaints are reviewed and analysed on a quarterly basis by the Senior
Leadership Team.

Definitions
Complainant: A person who brings forward a concern or complaint. This may be:
e The person directly impacted.

e Someone acting on behalf of the person served (e.g., family member, care
partner, legal representative).

e An external stakeholder with direct knowledge of a service issue.
Complaint: An expression of dissatisfaction about:

e The provision of services.

e A failure or refusal to provide services.

e Professional practice or unprofessional conduct.

e Any other specific concern directly related to LOFT Community Services.

Note: A complaint may be clinical or non-clinical and directed at any staff member or
the organization as a whole.

External Stakeholder: Includes service users (also referred to as clients or persons
served), family, care partners, funders, regulatory bodies, community partners, or
other individuals who are directly or indirectly impacted by the services provided by
LOFT.

Service Users (Persons Served): Persons served are the primary consumers of
services. They are the principal decision-makers throughout the course of a program or
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service. They have the right to choose whether family members, support systems, or
advocates may participate in decision-making. If a person served is unable to self-
represent, decision-making rights extend to their legally authorized representative.

Family: Family includes a person’s parents, spouse, children, siblings, extended family,
guardians, legally authorized representatives, or significant others as identified by the
person served.

Care Partners: Care partners refer to individuals who provide ongoing support and
care to persons served. They can be family members, friends, or other designated
individuals actively involved in assisting the person served with decision-making, daily
activities, and access to services.

Care partners play a crucial role in integrating natural supports into the service plan
and ensuring continuity of care.

Funders: Organizations or entities that provide financial support or resources to LOFT
Community Services. Funders may include government agencies, private donors,
foundations, and other institutions that contribute to sustaining programs and services.

Regulatory Bodies: Agencies or authorities responsible for overseeing compliance with
laws, policies, and accreditation requirements within the health and human services
sector. Regulatory bodies may include government departments, professional licensing
boards, and accreditation organizations.

Community Partners: Organizations, groups, or individuals that collaborate with LOFT
Community Services to enhance service delivery. Community partners may include
local nonprofits, healthcare providers, advocacy groups, and businesses that support
shared initiatives and improve outcomes for persons served.

Good Faith: An honest and sincere belief or motive without any malice or intent to
cause harm.

Respondent: a person against whom the Complaint is made.

Policy
LOFT is committed to ensuring that:
e Persons served have the right to voice concerns and recommend changes
without fear of intimidation, coercion, discrimination, or retaliation.
e Complaints will not result in barriers to service.

e Complaints are addressed fairly, promptly, and consistently.

Accessibility of Complaint Procedures
Complaints may be submitted verbally or in writing. Accommodations will be made
to support persons with:

e Hearing impairments

e Physical or cognitive challenges

e Limited literacy

e Language barriers (e.g., interpretation or translation services)
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e Alternative formats (including large print, audio, translated copies, and) will be
made available upon request to ensure accessibility for all stakeholders.

Procedure
Program-Specific Complaint Procedures

LOFT recognizes that each program may have specific processes for handling
complaints. Clients, family members, and volunteers are strongly encouraged to
refer to the Complaint Resolution Infographic provided in their welcome package
for detailed program-specific guidance. This infographic outlines program-specific
steps, including contact information for escalation and additional support resources.

Step 1: Informal Resolution
The complainant is encouraged to first address the complaint with the individual
directly involved within 48 hours of the incident.

LOFT will conduct a threshold review of all Complaints upon receipt. LOFT has the
discretion to decline to investigate a Complaint at the outset where it is readily
apparent that the Complaint is:

e Frivolous

e Vexatious

e Not made in Good Faith
e Lacking in substance; or,

e LOFT has recently dealt with the substance of the Complaint by way of a
separate investigation

e Related to an ongoing legal case.

Exception: If the complainant is not comfortable addressing the individual directly,
they may proceed to Step 2.

Step 2: Formal Complaint to Director

The complainant should submit their concern to the Director (or designate) within 5
business days of the event. Complaints should include:

o Date and time of the event.
e Location of the event.
e Detailed description of what occurred.
e Names of withesses (if any).
e Preferred resolution (if applicable).
Director’s Investigation Process (Completed within 7 business days):

e Review documentation related to the complaint.

e Meet with the complainant (as applicable).
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e Meet with the person(s) named in the complaint (as applicable).
e Initiate a case conference (if appropriate).

e Explore resolution strategies.

e Provide written confirmation of resolution to both parties.

e Complaints may not be pursued as outlined in 5.1.

Step 3: Appeal to Senior Leadership
If no resolution is reached or the complainant is dissatisfied, they may escalate the
complaint to the appropriate Senior Team Director.
e This must be done within 10 business days of the Director’s decision.
e The Senior Team Director will:
o Review all documentation.
o Meet with all involved parties.
o Develop a resolution using appropriate strategies.
o Provide written confirmation of resolution.
o Escalate the complaint to the CEO if necessary.
o Complaints may not be pursued as outlined in 5.1.

Step 4: Final Appeal to CEO

If no resolution is reached, the complainant may appeal to the CEO of LOFT
Community Services.

The CEO will review all findings and issue a final decision within 10 business days.

Step 5: External Appeal Options
If the complainant remains dissatisfied, they will be informed in writing that they
may escalate their complaint externally. External options include:

Ministry of Health — Health Services Appeal and Review Board
151 Bloor Street West, 9th Floor

Toronto, ON M5S 154

Phone: 416-327-8512 / 1-866-282-2179

Email: hsarb@ontario.

Additional External Advocacy Supports:

e Ontario Human Rights Commission (for discrimination-related complaints)
e Legal Aid Ontario (for persons requiring legal assistance)

e Office of the Provincial Advocate for Children & Youth (for youth-related
complaints)
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Conflict of Interest

Any individual with a conflict of interest related to a complaint must not be involved
in the resolution process.

Complaint Documentation & Performance Improvement
All complaints must be documented and entered into the MS Complaint Capture &
Resolution Form.

The Director’s Office will maintain secure records for internal tracking.

Complaints will be reviewed quarterly by Senior Management to assess trends and
identify areas for improvement.

Annual Complaint Analysis

e An annual summary report will be completed, including:
o Volume and nature of complaints
o Trends or patterns identified
o Actions taken to improve services
o Effectiveness of complaint resolution processes.

e The Annual Complaint Review Report will inform policy or program
improvements.

Confidentiality, No Reprisal & Record Keeping
Confidentiality

LOFT recognizes and is sensitive to the inherent stresses of being involved in a
Complaint. LOFT will make best efforts to keep all Complaints confidential to the
extent that LOFT is able to do so. LOFT is committed to only releasing as much
information as is necessary to investigate and respond to a Complaint.

That said, it must be recognized that there are exceptional circumstances where
confidentiality may not be possible. These include (i) when LOFT is compelled by
law to disclose details of a Complaint or investigation, or (ii) where there are
reasonable grounds to believe that there is imminent risk to an identifiable person,
or group, of death, or serious bodily harm, including serious psychological harm
that substantially interferes with health or well-being.

All participants in an investigation shall keep the details and results of a Complaint
and investigation confidential during and after an investigation, except as may be
required by law or required to ensure a worker’s safety.

No Reprisal or Retaliation Permitted

LOFT has zero tolerance for retaliations, reprisals, taunts, threats, or other adverse
action against anyone who makes a Complaint or takes part in a Complaint
investigation.
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Record Keeping
For at least three (3) years, Human Resources (and also the Board’s Executive
Committee, where engaged) will keep records of any workplace investigation
including, but not limited to:
e A copy of the Complaint;
e A record of the investigation including notes and supporting documentation;
e A copy of the investigation report (if any);

e A summary of the results of the investigation provided to the Complainant and
Respondent;

e A copy of any corrective action taken in response to the Complaint.
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