
 

 

Working out the Bumps: Complaint Resolution Tip Sheet 
for Agencies/Care Provider 
 
 
Every agency/care provider should have a clear process to respond to public 
complaints.  
 
The complaint processes should be:  
 

 Publicly accessible  
 

 Approved by the Board of Directors 
  

 Distinct from the Code of Conduct  
 

 Included in the person’s Service Agreement and reviewed annually. 
 
The process should: 
 

 Encourage complaint resolution  
 

 Include timelines for responding  
 

 Specify whether complaints can be made anonymously  
 

 Prohibit retaliation against complainants  
 

 Require written records be kept of complaints, action taken, and outcomes 
  

 Indicate how frivolous or vexatious complaints will be handled  
 
All staff should receive training about the complaints process.  
 
When complaints are made, complainants should be advised:  

 Of the outcome of their complaint   
 What they can do, if they remain dissatisfied  
 That they can contact the Ontario Ombudsman if they are unhappy with 

the final response to their complaint  

   The Ombudsman cannot overturn decisions, but can consider whether 
the process was fair, transparent and in accordance with agency/care 
providers policy and procedures.  
 
Privacy laws and Human Resource policy may limit the amount of 
information provided to the complainants.  


