MR 9

Agencies must have a dispute resolution mechanism and a grievances/complaint reporting process for staff and clients. Most disputes will be resolved by the agency, using these processes. If the agency cannot resolve a dispute, the MOHLTC will become involved.

Application

All funded agencies

Rationale

All agencies, no matter how well they are governed and managed will, from time to time, receive complaints from staff or clients about a decision, an action or a policy with which the complainant disagrees. Policies and procedures should be in place to deal with grievances
 and complaints as they arise.

Discussion

Many complaints can be prevented through the consistent application of written policies and procedures. If, despite that, an organization does receive a complaint, the following principles can help to ensure successful resolution:

· The complaints process should reflect the degree of complexity and the culture of the agency. A small, informal agency would require a much less complex process than a large organization with multiple sites and numerous services.

· Everyone in the organization (consumers, staff and Board members) should be aware of the process for filing a complaint

· Complaints should be dealt with as soon as they are received

· Complaints should be handled at the lowest possible level within the organization. (e.g. consumers should first take their concerns to a program staff member, rather than the Executive Director; staff should meet with their supervisors, rather than going directly to the Board)

· Procedures should specify the order in which complaints will escalate through the organization

· Complaints should only be taken outside the organization (e.g. to the MOHLTC) when all other avenues have been exhausted

Resources

Sample Policies

The following sample policies are available on the Accountability Supports section of the Federation website at www.ofcmhap.on.ca:

· Alpha Court Community Mental Health Services:  

· Complaint Process for Conflict Between Staff
· Complaints re: Inappropriate Board Member Conduct
· Resolution of Employee Complaints  

· Muskoka-Parry Sound Community Mental Health Services:

· Grievances  

· Complaints 
· Waterloo Regional Homes for Mental Health: 
· Consumer Grievance 
· Employee Grievance 
Related Mandatory Requirements

See:

· MR 26: Consumer Complaints
� NOTE: The MOHLTC uses the terms “dispute”, “grievance” and “complaint” interchangeably in this context. For agencies with a unionized workforce however, the term “grievance” will have a specific meaning, distinct from “dispute” and “complaint”. The collective agreement will define “grievable” offenses and will set out formal procedures for dealing with them. Failure to follow the procedure specified in the collective agreement may result in the grievance succeeding, independent of its merits.
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