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	Number:


	2005-14

	Date Issued:

	November 16, 2005

	Last City Guideline Received:
	2005-13 – Emergency Plans

	Subject:
	Complaints Criteria

	Effective Date:
	Immediately

	Applicable to:
	The policies and procedures in this City Guideline are mandatory and are to be implemented by all shelter providers.

	Who To Call for Information:
	Agency Review Officer



Dear Shelter Provider:

Background:
Toronto Shelter Standards (Section 5: Resident Rights and Responsibilities, subsection 5.2) require shelters to respond to all complaints, from residents, neighbours, advocates, etc. and cooperate with Hostel Services in its review of any such complaints. The standard further requires each shelter to have an internal process for resolving complaints and informing residents of this process. The process must be posted and a written record of both formal complaints and resolutions must be kept.  Agencies and their boards of directors are advised to collect and analyze complaints so that appropriate service adjustments are made.  
The Standards also state that clients who wish to complain to the funder should be given the Hostel Services number and directed to speak with the Agency Review Officer. 

Action Taken by Hostel Services:

Hostel Services has instituted a new complaints management system.  We now have a dedicated staff person responsible for complaints management.  This position has the responsibility to initially investigate and/or manage all complaints that Hostel Services receives.  The Agency Review Officers are informed of all complaints and manage ones that are more complicated or require on-going follow-up related to the Shelter Standards.  

In 2005 Hostel Services is developing a binder of all agency complaint processes for staff use, so that we can better inform clients of your shelter’s internal complaint mechanisms.

Action Required: 

All agencies must submit a copy of their internal complaints procedure to Hostel Services by December 20, 2005.  

All complaint policies need to be amended to ensure that they reflect the following requirements (all other complaint criteria listed in the standards remain the same): 

1. Individuals who wish to contact Hostel Services regarding a complaint should first be encouraged to follow the internal hostel complaint process; and   
2. Should individuals not wish to do this, or if they have not been satisfied or feel the complaint has not been resolved, then shelters must provide them with the main number for Hostel Services.  (Note, do not refer complainants to the Agency Review Officer – please refer them to the Supervisor of Client Services). 

If you have any questions or concerns, please contact your Agency Review Officer.
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