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PURPOSE
The purpose of this policy is to establish guidelines for the handling of client complaints. 
PREAMBLE

Rose of Durham is committed to offering the best possible service to pregnant youth, parents, their infant/children and families.  If a client is dissatisfied with anything about the services he/she is receiving from the Agency or if he/she believes something should be available to them and it is not, the Agency would like to know about it. 
This provides an opportunity for Rose of Durham to review policies and procedures as well as service processes in order to improve future service delivery.
When possible, a discharge interview is done and a client evaluation of the service is requested of the client.
Rose of Durham is a member of the Durham Community and has partnerships with a number of service agencies. We are committed to being accountable to the community and our partners therefore, if we receive feedback or complaints are expressed regarding our agency or service, we will utilize this process to work towards resolution.

All complaints will be reported to the Board of Directors as part of the Executive Director’s monthly report. 

POLICY

1. If a client, family, community member, or partner agency is dissatisfied in any way with the service experience at Rose of Durham, staff will listen and offer the opportunity to engage in a problem-solving process.
2. If the content of a complaint may place Rose of Durham at risk in any way, the Executive Director/designate will be notified immediately and will bring the matter to the attention of the Chair of the Board of Directors.
PROCEDURE (Clients and their Families):

1. Clients and their families are encouraged to come forward with any concerns or complaints about the services they receive at Rose of Durham
2. The client and/or their family will be encouraged to first discuss their concern or complaint with their counsellor as it is anticipated that many problems can be resolved quickly and with satisfaction through open two-way discussion.

3. If the nature of the complaint makes direct discussion with the counsellor inappropriate/impossible, the client and/or family may contact the Clinical Supervisor as a first step to resolution.

4. If the client and/or family are not satisfied with the outcome of the discussion with the counsellor, then they will be provided the opportunity to discuss their concern with the Clinical Supervisor. The Clinical Supervisor with the client and/or family to attempt to resolve the complaint and will offer a face-to-face meeting with the client/family within 5 working days if needed. The Clinical Supervisor may also invite the counsellor to the meeting.

5. As soon as possible after the meeting with the Clinical Supervisor, the client/family will be informed of the Clinical Supervisor’s decision concerning resolution of the complaint.

6. If the client/family are not satisfied with the Clinical Supervisor’s attempts at resolution, the Clinical Supervisor will arrange a meeting with the Executive Director. This meeting will be arranged within 10 working days to allow time to explore the steps that have been taken in an attempt to resolve the complaint.
7. No later than ten business days after this meeting, the client/family will be informed of the Executive Director's decision regarding the complaint.  This information will be conveyed both in-person and by written correspondence.  The client will be made aware of the various options (Board of Directors and/or Office of Child Advocacy) available to them should they not be satisfied with the decision regarding the complaint.
PROCEDURE (Partner/Community Member):

1. If a Rose of Durham partner agency or community member wishes to provide feedback or express a concern/complaint about Rose of Durham, the complainant may write a letter to the Executive Director or send an email to roseofdurham@roseofdurham.com. This email address is monitored by the Executive Director/designate.

2. The Executive Director or designate will investigate complaints and when required, attempt to resolve identified concerns/complaints.

3. The Executive Director or designate may contact the complainant to ask for more information to support investigation or to follow up on identified concern/complaint.

4. The Executive Director or designate will send a written decision to the complainant. When action is required, every attempt will be made to resolve the issue within ten working days of receiving a concern/complaint.

5. If the complainant is satisfied with the decision, the matter will be considered closed. However, If the complainant is not satisfied with the decision, the Executive Director or designate will ensure that the complainant is aware of the option of taking their concern/complaint to the Chair of the Board to review the decision.
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