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Purpose:

KACL is committed to providing services in a manner that respects the dignity of people
supported and the community. We recognize that concerns, complaints, and disagreements
may arise.

Application:

People supported, persons acting on behalf of people supported, the general public, and
community agencies with concerns regarding services and supports provided can follow this
procedure to submit a complaint or provide feedback.

Definitions:

Feedback: A positive or negative response (including complaints) that is related to the services
and/or supports that are provided by a service agency. Feedback may be solicited (such as
information and comments collected through a satisfaction survey or a comment box) or
unsolicited (such as a letter from a person or family member about the services and supports
that the agency provides). Feedback may be formal (like the survey or letter noted above) or
informal (such as a verbal complaint expressed to a staff person).

Complaint: An expression of dissatisfaction related to the services and/or supports that are
provided by a service agency. A complaint may be expressed by a person with a developmental
disability who is receiving services and supports from the service agency, or a person acting on
his/her behalf, or by the general public, regarding the services and supports that are provided
by the service agency. A complaint may be made formally (such as a letter written to the
agency) or informally (such as a verbal complaint expressed to a staff person). A complaint does
not include feedback on matters unrelated to the agency and the services and supports that it
provides.

Procedure:
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General process notes: A complaint may be made verbally, in writing, or by using the Feedback
and Complaints Form. If a complaint is made verbally or in writing without using the form, the
person receiving it will document the complaint on the Feedback and Complaints Form. The
information may be adjusted as needed to fit the form while preserving the substance of the
complaint. Unless otherwise stated, if a person wishes to move a complaint to the next step,
they must do so within ten (10) working days of receiving the response at the previous step or,
if no response is received, within ten (10) working days after the response time for that step
has expired. If a complaint is not escalated within this timeframe, it will be treated as a new
complaint and will restart at Step 1.

Person Supported or Person Acting on Their Behalf
The following steps are to be followed should there be a complaint about the services provided
by the Association.

Step 1: Discuss the concern with the person involved.

Start with the person with whom you have a disagreement and attempt to resolve the problem.
You may present your concern verbally, in writing, or with the assistance of a friend or advisor.
If you choose to present your concern in writing, you may also use the Feedback and
Complaints Form. The form or letter can be handed to the staff person or mailed to the address
indicated.

Step 2: Discuss the concern with the Manager.

If your efforts in Step 1 are not successful, contact the Manager by telephone or in writing.
Within five (5) working days of being made aware of your concern, the Manager will meet with
you. Prior to this meeting, the Manager will discuss the situation with the staff person and may
decide to include the staff person at the meeting. You may bring a friend or advisor. Within five
(5) working days after the meeting, you will receive a letter confirming any agreement reached
or, if no agreement is reached, the Manager’s decision regarding your concern.

Step 3: Discuss the concern with the Director.

If you are not satisfied with the result of Step 2, contact the Director by telephone or in writing.
The Director and the Director, Corporate Services will arrange a meeting within ten (10)
working days of being made aware of your concern and will speak with the Manager prior to
the meeting. You may bring a friend or advisor. Within ten (10) working days after the meeting,
you will receive written confirmation of any agreement reached or, if no agreement is reached,
the Director’s decision regarding your concern.

Step 4: Discuss the concern with the Chief Executive Officer (CEO).

If you are not satisfied with the result of Step 3, contact the CEO or the Director, Corporate
Services by telephone or in writing. The Director, Corporate Services will arrange a meeting
with the CEO within fifteen (15) working days of becoming aware of your concern. Prior to the
meeting, the CEO will speak with the Director to review steps already taken. You may bring a
friend or advisor. Within fifteen (15) working days after the meeting, you will receive written
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confirmation of any agreement reached or, if no agreement is reached, the CEQ’s decision
regarding your concern.

Step 5: Submit the complaint to the KACL Board of Directors.

If you remain dissatisfied following Step 4, direct your written complaint to the Secretary of the
Board of Directors or contact the Director, Corporate Services to request an opportunity to
present your concerns to the Board of Directors. Within twenty (20) working days of receiving
your letter, a meeting will be arranged with a Committee of the Board of Directors and the CEO.
You will be notified of the date, time, and place of the meeting and may bring a friend or
advisor. Within twenty (20) working days after the meeting, you will receive a letter outlining
the Committee’s recommendations and decisions.

Step 6: Contact MCSS.

If you remain dissatisfied after Step 5, you may inform the Director, Corporate Services, who
will submit a Serious Occurrence to notify the Ministry of Children, Community, and Social
Services (MCCSS) of your complaint. MCCSS may be in contact with you regarding your
complaint.

KACL takes all complaints seriously. Based on the nature of a complaint or feedback, and when
necessary, KACL will report it to the police and/or the Ministry, in accordance with the Policy
for Abuse Reporting.

Complaints that KACL determines to be frivolous or vexatious will be handled appropriately.

Complaint from the General Public or Other Programs/Agencies

Should you have concerns about the way that KACL is operating, it is important that you share
those concerns with us. If there are concerns, we need to know so that we can make every
effort to resolve them.

Step 1: Discuss the concern with the person involved.
Start with the person with whom you have a disagreement and attempt to resolve the problem.
You may present your concern verbally, in writing, or with the assistance of a friend or advisor.

Step 2: Discuss the concern with the Program Director.

If Step 1 does not resolve your concern, contact the Program Director. The Director may involve
other appropriate staff to clarify your concern and work toward resolution. A meeting may be
arranged between you, the Director, and other appropriate agency staff. At the conclusion of
your contact with the Director (by phone or in person), you may request written confirmation
of the decision. If requested, you can expect to receive the letter within ten (10) working days.

Step 3: Discuss the concern with the Chief Executive Officer (CEO).
If you are dissatisfied with the Program Director’s decision, contact the Director of Human
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Resources and request to speak with the CEO by telephone or in person. If you request written
confirmation of the results of your meeting with the CEO, you can expect to receive it within
fifteen (15) working days.

Step 4: Submit the complaint to the KACL Board of Directors.

If you are dissatisfied with the CEQ’s resolution efforts, you may apply in writing to the
Secretary of the Board of Directors to request an opportunity to meet with a Committee of the
Board of Directors. The Committee will meet with you within twenty (20) working days of
receiving your concern. You may request the Committee’s decision in writing; if requested, it
will be provided within ten (10) working days.

Step 5: Contact MCSS.

If you remain dissatisfied after completing step 4, you may inform the Director, Corporate
Services, who will submit a Serious Occurrence to notify the Ministry of Children, Community,
and Social Services (MCCSS) of your complaint. MCCSS may be in contact with you regarding
your complaint.

KACL takes all complaints seriously. Based on the nature of a complaint or feedback, and when
necessary, KACL will report it to the police and/or the Ministry, in accordance with the Policy
for Abuse Reporting.

Complaints that KACL determines to be frivolous or vexatious will be handled appropriately.

Communication and Training:

Inclusion is one of KACL’'s Four Fundamentals and is part of Orientation, Regular, and
Mandatory training and as required in performance management and progressive discipline.

Additional communication occurs at regularly held Team Meetings and is featured on KACL's
main Sharepoint communication site.

Evaluation:

Evaluation of this procedure will be completed annually, or as needed, by the Director,
Corporate Services, or designate.

References:

Policy for Feedback and Complaints

Feedback and Complaints Form
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