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Complaints
POLICY

In alignment with the vision and values of People for a Healthy Community, the purpose of this policy is to ensure
that there is a clearly articulated, transparent process for feedback and complaints. All forms of feedback and
complaints from program participants, volunteers, and/or members of the public will be handled promptly, fairly, and
consistently across all aspects of the organization. We are committed to providing high quality services and
programming and to resolving concerns in a respectful and transparent manner.

Scope
This policy applies to:
o All complaints relating to all services and programs provided by PHC;
e All program participants or third party organizations or individuals who receive services or attend
programming;
« Allemployees, volunteers, contractors, and representatives of PHC.

Non-Retaliation

PHC prohibits retaliation against any individual who, in good faith, raises a concern, makes a complaint, participates
in an investigation, or assists in resolving a complaint under this policy. Retaliation includes any adverse action,
intimidation, harassment, discrimination, or other conduct that would discourage a reasonable person from making
or participating in a complaint.

Any employee, volunteer, board member, or other individual who believes they have experienced retaliation should
report the matter promptly using the procedures outlined in this policy. Allegations of retaliation will be investigated
promptly and, where substantiated, may result in appropriate corrective or disciplinary action, up to and including
termination of employment or removal from a volunteer or board position, as applicable.

This protection does not apply to complaints that are knowingly false or made in bad faith. However, a complaint
made in good faith will not be considered false solely because it is not substantiated.

DEFINITIONS

A complaint is an expression of dissatisfaction or concern about the service, program, action, or lack of action by
People for a Healthy Community (PHC). Examples may include (but are not limited to):

« Quality of services and/or programming provided;

o Timelines of service and/or program delivery;



« Failure to uphold policies and procedures;
« Behaviour that is in contraction to our code of conduct and values of the organization.

Procedure
Complaints may be submitted through one of the following methods:
o By phone: 250-247-7311
o By email to: info@phcgabriola.org
« Inwriting to: 675 North Road, Gabriola, VOR 1X3
e Inperson at: 675 North Road, Gabriola
« Through our website using our Contact Us form at: https://www.phcgabriola.org/contact-us

A representative of PHC who receives a complaint should direct the complaint to the Executive Director who will
determine the most appropriate person to handle the complaint and redirect it to that person (the complainant will
be advised of this action). It is the responsibility of the PHC representative tasked to handle the complaint to either
resolve the issue or undertake to find a resolution from a source most able to address it.

Complainants are encouraged to include their name and contact information, a description of the issue, relevant
dates, and supporting documents (if applicable and available).

Complaints received will be acknowledged within two business days. Where a complainant’s name and contact
information are provided, an email (where an email address has been provided) will be sent or a phone call (where
just a phone number has been provided) will be made. Where no name and/or contact information has been
provided, the complaint will not be able to be acknowledged. Every effort will be made to resolve complaints in a
timely manner and, when possible, staff will undertake to begin resolution within that same timeframe. PHC will
review the complaint promptly, investigate the matter objectively, speak with relevant parties, and review
documentation (where applicable).

A written response to the complaint will be provided within 10 to 15 business days (in situations where the
complainant has provided their name and contact information) outlining the findings of the review, any corrective
action taken (when not limited by privacy and confidentiality policies and law), and any proposed resolution. If
additional time is required, the complainant will be informed.

All complaints will be handled confidentially to the extent reasonably possible and in accordance with applicable
privacy laws, including the Personal Information Protection Act. Information will only be shared with individuals
necessary to investigate and resolve the complaint. Employee complaints will be handled in accordance with the
Workplace Prevention of Harassment & Bullying Policy in the Human Resources Policy Manual.

PHC will retain records of the complaint, the investigation, the outcome, and any corrective measures implemented.
Records will be retained in accordance with the organization's policies and legal requirements.
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The following message is posted at PHC:
PHC is committed to providing excellent service and programming. If anyone wishes to share their feedback, they
are encouraged to submit through one of the following methods:

o By phone: 250-247-7311

o By email to: info@phcgabriola.org

« Inwriting to: 675 North Road (PO Box 325), Gabriola, VOR 1X3

e Inperson at: 675 North Road, Gabriola

« Through our website using our Contact Us form at: https://www.phcgabriola.org/contact-us

PHC’s staff and/or board members will do their best to resolve issues brought to their attention. However, if you feel
it is not fully resolved, and your complaint is related to our Grocery Program (aka Food Bank) specifically, the Food
Banks Canada Customer Experience Hotline is available to you at: 1-877-280-0329 or
complaints@foodbankscanada.ca.
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