Complaints 
Complaints (and appeals of any decision on a complaint) are a feature of the functioning of any organization, necessitating a procedure to ensure that they are handled in a fair and reasonable manner
1. Complaints addressed to the Executive Director: The Executive Director is delegated by the Board of Directors to address all complaints brought to his/her attention by staff, clients, and volunteers, including placement students, as well as the general public. The Executive Director will address the complaint within ten business day with the intention of resolving it to the satisfaction of the complainant, without prejudice to the interests of The Vitanova Foundation.

1. Complaints of a general nature addressed to an Officer or Director: In the event a complaint is brought to the attention of an Officer or Director of the Foundation by staff, clients, volunteers, or a member of the general public, the Officer or Director shall refer the complainant to the Executive Director within five business days. The Executive Director will address the complaint within ten business days, with the intention of resolving it to the satisfaction of the complainant, without prejudice to the interests of The Vitanova Foundation. 

1. Complaints referred to the Board: Complaints that are brought to the attention of the Executive Director by staff, clients, volunteers or a member of the general public shall be referred to the Board of Directors by the Executive Director at the earliest opportunity if, in the opinion of the Executive Director, the complaint is of sufficient importance to warrant the Board’s attention or if the complaint is against the Executive Director. In months when a Board meeting is not scheduled (July, August, December), the Executive Director will contact the Chair and/or the members of the Executive Committee within ten working days, or immediately in any case if the issue poses a reputational risk to the Foundation

1. Complaint resolution by the Board: The Board of Directors shall address all complaints in a manner the Board deems appropriate (e.g., appointment of an ad hoc Committee to deal with the matter, delegation of the Chair or other Officer to address the complaint, etc.), providing the resolution of the matter is reported to the Board of Directors at the earliest opportunity and the Board approves of the resolution as recommended by the Committee or delegated Officer. 

1. Appeals of Executive Director’s decisions regarding a complaint: In the event that a complainant is not satisfied with the decision of the Executive Director in respect to any complaint, the complainant will be informed by the Executive Director that the complainant may appeal the decision of the Executive Director to the Board of Directors by communicating in writing said appeal to the Chair of the Board of Directors within thirty (30) days of being informed of such right of appeal by the Executive Director. The Chair or other Officer will bring the appeal to the attention of the Board at the earliest opportunity.

1. Appeals---handling of by the Board: The Board of Directors shall address all appeals in a manner it deems appropriate (e.g., appointment of an ad hoc Committee to deal with the appeal, delegation of the Chair or other Officer to address the appeal, etc.), providing the resolution of the appeal is reported to the Board of Directors at the earliest opportunity and the Board approves of the resolution as recommended by the Committee or delegated Officer.

1. Appeals---Board action in the event a recommendation for the resolution of an appeal is not approved by the Board: If the Board of Directors does not approve of the resolution of any complaint or appeal recommended to it by the Executive Director, ad hoc Committee, or delegated Officer, the Board in its sole discretion will resolve the matter to its satisfaction, without further appeal. 

1. Access to the Ontario Ombudsman: In the event that a complainant is not satisfied with the attempted resolution of his/her complaint by the Board, he/she may take his/her complaint to the Ontario Ombudsman, at 1-800-263-1830 or ombudsman.on.ca 

1. [bookmark: _GoBack]Complaints Regarding the Executive Director: All complaints made regarding the Executive Director, no matter what the source, shall be referred by the Executive Director to the Chair of the Board of Directors, assuming the Executive Director is aware of the complaint. All complaints about the Executive Director, which the complainant does not wish to be disclosed to the Executive Director, shall be directed to the Program Director for the sole purpose of providing contact information about the Chair to the complainant. In this case, the identity of the complainant shall not be disclosed to the Executive Director by either the Program Director.


