THE CORPORATION OF THE TOWN OF LASALLE
POLICY MANUAL

POLICY MANUAL SECTION: POLICY NUMBER:
POLICY NAME: AUTHORITY:
Municipal Complaints 85/17
DATE APPROVED: DEPARTMENT RESPONSIBLE:
March 14, 2017 Council Services
REVISION DATES: REVIEW DATE:
March 2019
STATUS:
Active
PURPOSE:

This policy is intended to enable the Town of LaSalle to promptly and effectively address
program and service delivery concerns raised by members of the public. The policy will
assist the municipality in providing excellent service to the public and contribute to
continuous improvement of operations. The Town of LaSalle strives to increase customer
satisfaction by:

e Providing a fair complaint procedure which is clear and easy to use for anyone

wishing to make a complaint; and
e Providing a timely and accurate response to complaints; and
e Using complaints as an opportunity to improve program and service delivery issues.

- POLICY STATEMENT:
Section 270(1)5 of the Municipal Act, 2001, as amended, and the Public Sector and MPP
Accountability and Transparency Act, 2014 require a municipality to be accountable to the

public for its actions. The policy supports the municipality's commitment to the
accountability and transparency of the operations of the municipality.

SCOPE:

This policy applies to all employees and volunteers of the Town of LaSalle



POLICY:
Definition

A complaint is an expression of dissatisfaction related to a municipal program, service,
facility, staff member or volunteer, where a citizen believes that the municipality has not
provided a service experience to the customer’s satisfaction at the point of service delivery
and a response or resolution is expected. A general complaint may be received verbally, by
phone, by email or in writing. Anonymous complaints will not be addressed except in
circumstances where the subject matter of the complaint creates a health and safety
situation or other serious effect.

A complaint is different from:

e A request for service made on behalf of a citizen for a specific service, or to notify
the municipality that a scheduled service was not provided on time. (Example of a
Request for Service: reporting a burnt out street light, snow removal, trail system,
reporting a by-law infraction)

e A general inquiry or specific request for information regarding a municipal service;

e An opinion or feedback, comment and expression of interest in a program or service
process;

e A suggestion or idea submitted by a customer with the aim of improving services,
programs or processes.

This policy does not apply to complaints regarding:

A decision of Council or a decision of a committee of Council;

Internal employee complaints;

Matters addressed by legislation or an existing municipal by-law;

Matters that are handled by tribunals, courts of law, quasi-judicial boards etc.

Informal Resolution:

The complainant is encouraged to attempt to resolve concerns by dealing with municipal
employee(s) directly involved with the issue where appropriate.

All employees are responsible to resolve concerns by dealing with issues or concerns
before they become complaints.

Process for Filing a Complaint




Where a mutually agreed upon resolution between the citizen and the employee cannot be
achieved, complaints shall be submitted to the appropriate department, on the form
attached as Schedule “A”. All information must be completed.

All complaints received will be logged and forwarded to the appropriate department head or
designate. The complainant will receive notification that the complaint has been received
and is assigned a tracking number.

The employee assigned to investigate the complaint shall acknowledge receipt of the
complaint within 2 business days.

Decision

The employee assigned to investigate the complaint shall provide a response to the
complainant within 10 business days of the department receiving the complaint to advise of
the outcome, or provide an estimated timeline for the resolution of the complaint.
The response shall include:
e Reasons for the decision;
e Actions the municipality has taken or will take as a result of the complaint;
e |t the department is unable to provide a response within (10) business days, they
shall notify the complainant of the delay and provide an estimate of when a response
will be provided.

Record Keeping

The department shall file a copy of the complaint and resolution for record keeping
purposes only.

Appeal Process

There is no appeal process at the municipal level once the municipality has communicated
the decision to the complainant.

RESPONSIBILITIES:

As outlined in the Policy.

REFERENCES AND RELATED DOCUMENTS:

Section 270(1)5 of the Municipal Act, 2001, as amended
Public Sector and MPP Accountability and Transparency Act, 2014

ATTACHMENTS:



Appendix “A” Complaint and Compliment Form



New Submission ' L

Appendix A

Complaints and Compliments

Use of this form IA complaint Is an expression of dissatisfaction related to a municipal program, i
facility, service or staff member, where a citizen believes that the Municipality has !
inot provided a seivice experlence to the customer’s satisfaction at the point of r
'service delivery and a response or resolution is expected. _}

This form does not perisin lo a declslon ar Coundl of a declsion of a commilles of Council, Inlemal employee
complainls, malters addressed by leglslalion or an exisling munlcipal by-law, maflers thal are handled by lribunals,

courls of law, quast-udiclal hoards sle,
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All complalnts will be deall with In a confidential manner aceording fo the Municlpal Freedom of Informalion and
Protection of Privacy Acl. Information will be collected, usad and disclosed In accordance wilh the Act.
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