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How to Make a Complaint

Do You Have a Concern or Complaint?

If you have a concern or complaint about our services, a staff member, or a volunteer at Positive Living Niagara, we want
to hear from you. Here is how you can let us know:

Your Right to Speak Up

You have the right to share your concerns or complaints about anything related to the services we provide. Be assured that
there will be no repercussions to you for making a complaint and your services from Positive Living Niagara will not be
impacted.

Who to Contact

Please contact the program supervisor first to share your concern. The program supervisor will take your concerns
seriously and work with you towards a resolution.

Support (Case Management, Counselling, Education or VVolunteer Service):
Tylor Friesen x124, tfriesesn@positivelivingniagara.com

Home Support and transportation services:
Jenn Lamothe x115, jlamothe@positivelivingniagara.com

StreetWorks and CTS:
StreetWorks — Keira Knowles x116 kknowles@positivelivingniagara.com
CTS — Myrtle Stage x312 mstage@positivelivingniagara.com

If the program supervisor did not address your concerns in a satisfactory manner, or your complaint involves a
supervisor, please contact the appropriate program Director.

Positive Living Niagara is led by three Program Directors. Each one oversees different programs within the agency. They
work together as a leadership team, like a shared Executive Director.

Here’s who to contact depending on the program:

e StreetWorks (including the Consumption and Treatment Site — CTS):
Talia Storm
Email: tstorm@positivelivingniagara.com
Phone: 905-984-8684 ext. 128

e HIV Support Services, Education, and Volunteers:
Jackie Barrett-Greene
Email: jackie@positivelivingniagara.com
Phone: 905-984-8684 ext. 119
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Home Support Services and Administration:
Vanessa Fyfe

Email: vanessa@positivelivingniagara.com
Phone: 905-984-8684 ext. 111

How to Make a Complaint

1.

Start with the right person:
Talk to the Program Director responsible for the program, staff member, or volunteer you are concerned about.
You can speak with them directly, email them, or fill out the feedback form on our website:

(Click: About > Accountability > Client Rights and Responsibilities > Client Feedback Form)

Be timely:
Please try to make your complaint within 3 months of the incident. This helps us review things while they’re still
fresh. We may not be able to fully review older complaints.

We’ll respond quickly:

The Program Director will contact you within 2 business days to gather more information and explain what will
happen next. Please note that in the event the Program Director is away (such as on vacation) you will receive an
away notification response to your email, letting you know when the Director will return. In this instance, you can
either wait until they return to submit your complaint, or send it to another Program Director.

Review process:

The Program Director will look into the issue. If needed, the staff member may be placed on leave or the
volunteer may be required to stop their work during the review. If the staff is a union member, the union will be
advised of the complaint.

Leadership review:
The three Program Directors will look at the findings and decide what actions should be taken.

Not Satisfied?
If you are not satisfied with the outcome of your complaint, you may contact the Executive Committee of the
Board of Directors.

(Please contact one of the other Program Directors for contact information for the Board of Directors)

Complaints about a Program Director:

If your complaint is about one of the three Program Directors, your complaint should be directed to the Board of
Directors. Please contact one of the other two Program Directors and they will provide you with contact
information for the Board of Directors.

Complaints about a Board Member:
Please contact a Program Directors for contact information for the Board Executive Committee.

If the complaint is about someone on the Executive Committee:
That person will not be involved in the review of the complaint.
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11.

12.

13.

14.

. Privacy:

Your complaint will stay confidential. Only people who need to help resolve it will know the details. The
information will not be put in your personal file.

No retaliation or loss of services:
You will not be treated differently or lose services for making a complaint. If you feel that your services have
been affected by submitting a complaint, please contact a Program Director for immediate resolution.

Board review:
All complaints are reported to the Board of Directors by the Program Directors.

Written responses:
If you send in a complaint in writing, you will get a written response.

Records:
We keep records of all complaints and how they were handled in our Human Resources files and no complaints
are stored in client files



