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CLIENT FEEDBACK - COMMENTS, COMPLIMENTS & COMPLAINTS

Policy:
RCHS is committed to welcoming feedback, both positive and negative from the clients and
community it serves.

Preamble:

Feedback in the form of comments, compliments and complaints from clients and the community is
used to guide program and service delivery. Clients and the members of the community are made
aware of their right to provide feedback at RCHS. This information is provided on our website, in
written documentation, on waiting room monitors and in our client orientation. RCHS tracks, monitors
and responds to client feedback

Definitions:

Comment — can be described as a personal opinion or belief about someone or something
Compliment — an expression of praise, admiration or congratulation

Complaint or negative feedback is an objection to something that is perceived as unfair, unacceptable
or otherwise felt not up to standards.

Procedure:

1. Clients have several options for bringing feedback to the attention of RCHS. (See Appendix A)
Anonymous feedback will also be reviewed via:
a. Suggestion mailboxes.
b. Speaking with employees.
c.  Written email or letter

2. If any concerns are expressed to a volunteer (including the Board of Directors), the complainant is
to be directed to the RCHS website for more information on the complaints process or directed to
call reception to speak to the most appropriate person.

3. All feedback in the form of a complaint is investigated and responded. Employees shall make
every effort to resolve complaints as they arise and if necessary, escalate to the attention of the
Supervisor. If required to resolve the matter to the satisfaction of the complainant we will:

a. Investigate the circumstances surrounding the complaint

b. Notify the employee involved that a complaint has been made if appropriate.

c. Report back any resolution to both the client and any employee involved within a
reasonable time frame.
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3. Feedback received via email/mail should be responded to in an expedient manner by the
appropriate staff member, Supervisor. We should communicate that we have received their
concern and would like to communicate with them directly to receive further information (if
indicated) and discuss the concern.

4. If a complaint pertains to a Manager, direct the complainant to their Director; if a complaint is
regarding the Director direct the complaint to the CEO and if the complaint is regarding the CEO,
direct the complainant to the Director of Corporate Services who will communicate with the Chair
of the Board of Directors.

The Board Chair or designate will make every effort to resolve the matter to the satisfaction of the
complainant by:

¢ Notifying the CEO that a complaint has been made

e Investigating the circumstances surrounding the complaint

e Reporting to both the complainant and CEO a recommended course of action

e Completing this process within 14 days.

5. If an investigation is required it is the expectation that a response will be available within 14 days.
Where this is not possible, the Supervisor will let the client/ community member know when a full
response will be available.

6. Negative feedback regarding the care received from a RCHS Health professional, will be
investigated and if necessary may be directed to the relevant Professional College for regulated
health professionals if required as per Policy SD 150: Reporting a Colleague.

7. If the issue is not resolved, the CEO may inform the Executive Committee to determine the next
steps required.

8. The Management team maintains an excel spreadsheet to record client feedback in the shared
drive.

9. Only where appropriate, the complaint/problem is recorded in the client record. Documentation
will include:
a. The nature of the problem.
b. The precipitating circumstances.
c. How the problem/issue was addressed.
d. The client’s satisfaction.

10. Client feedback is shared with RCHS Board of Directors in CEO Report quarterly.

Associated Policies
If applicable, list any referenced or supporting RCHS internal policies.

References
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If applicable, list the relevant references that support the policy; May include legislation, textbooks,
journals, and standards of practice.
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APPENDIX A

Procedure for Feedback

Feedback may be made by phone, by In person
email, or suggestion/comment box

Person being spoken Resolved
to tried to resolve

!

Mo Resolution

Resolved Refer to ap_propriate < |
Supervisor
Mo Resolution
Resolved Speak with CEQ ** ]

!

Mo Resolution

Executive Committee
& Board of Directors

* |f feedback is regarding Manager/Director, send directly to CEOQ.

** |f feedback is regarding CEOQ. send directly to Director of Corporate Services and Board
Chair.




